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I N T R O D U C T I O N 
Unlike the traditional callings of medicine, 
law and divinity, or business specializations, training 
management cannot be said to have a very long history. 
Until a few years ago training in business was carried out 
on an adhoc and highly selective basis, being confined 
mainly to the skills required by apprentices learning a 
trade. The idea that training was needed by everyone in 
employment from top management down, was not readily 
concede ' because most people assumed that they learned what 
they required to know from experience. In the years since 
the last war, however, there has been a growing awareness 
that there are more efficient means of acquiring knowledge 
and skills to do one's job. The complex nature of modern 
business, together with the increased streamlining of 
organizations to meet world competition, calls for training 
policies. 
William James of Harvard University estimated 
that employees could retain their jobs by working at a mere 
20-30 percent of their potential. His research led him to 
believe that if these same employees were properly 
motivated, they could work at 80-90 percent of their 
capabilities. Training is one of the means used to achieve 
such improvements through the effective and efficient use 
of learning resources. 
Training tries to improve skills, or add to the 
existing level of knowledge so that the employee is better 
equipped to do his present job, or to prepare him for a 
higher position with increased responsibilities. 
Training refers to the teaching/learning 
activities carried on for the primary purpose of helping 
members of an organization to acquire and apply the 
knowledge, skills, and abilities and attitudes needed by 
that organization. Broadly speaking, training is the act of 
increasing the knowledge and skill of an employee for doing 
a particular job. 
Objective of the Study: 
The main objective of the study is to analyse -
Training of Management Cadre in Airports, with a view to 
make some addition in the existing literature which may 
form the foundation for further theoritical and empirical, 
research work. More specifically the objective of the study 
are: -
why is there need for training in industry? 
organization problems not resolved by training 
training inputs 
learning and training 
training policy 
training methods 
positive outcome of training 
training organization 
evaluation of training 
Research Methodology: 
In order to evaluate the training of Management 
Cadre at Airports, intensive study and survey has been 
purposely selected. 
Both primary and secondary data have been used 
for the purpose of completing this study. The information 
has been collected through informel discussions with the 
Airport Management Cadre. The discussions were arranged 
individually. This method was found very useful for 
collecting the corrct information. Usually specific answers 
are not given by the officials and the employees in formal 
interview. Therefore, other methods such as evaluating the 
feedbacks and informal discussions were called for. 
In order to get the correct picture of the 
training of Airport Management Cadre, various secondary 
sources were used for the purpose of a cross checking. For 
the literature used during the course of work comprises 
books, report, journals, etc. which were intensively 
studied. 
Subject Coverage: 
The present study "Training of Airport 
Management Cadre at Indira Gandhi International Airport" 
has been described in six chapters. 
The first chapter consists of "The Concept of 
Training", which is an effort to define the term, purpose, 
approach, limitations, managements approach, line & staff 
role, training for whom, methodology and finally challenges 
in context of training. 
The second chapter consists of the "Training 
Objectives, Policies and Strategies". One underlying 
principle which has been stressed throughout this chapter 
is that of the unification of training objectives, policies 
and strategies with the business plans of the organization. 
This is a key factor if training departments are to be 
truely effective in terms of carrying out their purpose of 
improving organizational performance. 
The third chapter is about the "Methods and 
Techniques of Training" in which methods and techniques 
used in training have been dealt in detail, emphasing that 
whatever method is chosen the important thing is that it 
meets certain criteria. 
The fourth and fifth chapters are titled 
"Objectives, Nature and Scope of Training in lAAI" and 
"Institute of Airport Management" respectively. These 
chapters deal with the relevance of training, setup, 
function, problem areas, training provided, etc. at these 
two institutes, i.e., lAAI and I.A.M. 
The sixth chapter "Training for Better Work 
Culture" is all about data analysis and findings, which 
give some really interesting, analysis of the Airport 
Management Cadres regaring training. 
Last is the "Conclusion and Suggestions" which 
is an effort to reach at some concrete conclusion and 
recommended suggestions so that there will be effective 
executive of training and gaps filled. 
CHAPTER - 1 
THE CONCEPT OF TRAINING 
What Training is ? 
Training is a commonly used term which has a wide 
variety of connotations depending on one's experience and 
background. To the racing enthusiast it may confine up 
visions of producing a Derby winter, to the circus 
proprietor of taming wild animals. In employment, formal 
training is traditionally associated with the instruction 
of apprentices and craftsmen who at one time had to pay the 
employer for the privilege. Today most people have had the 
benefit of some training to enable them to carry out the 
requirements. They may well have considered that they 
learned much of what they needed to know by experience and 
will not recognize that this in itself is a form of 
training, although with disadvantages as well as advantages 
2 
over more formal methods of instruction. 
One of the objectives of an organization should be 
to provide opportunities for its employees to optimize, 
3 
their performance in pursuit of the organization goal. 
1. MONAPPA, A. and SAIYADANI, M.S. "Personnel Management", 
McGraw Hill 1979, p. 138. 
2. DOOLEY, C.R. "Training Nithin Industry in the US", 
International Labour Review, Vol LN (No.3-4) Sept-Oct 
1946, p. 161. 
3. PIGORS, P. and MYERS, C.A. "Personnel Administration", 
McGraw Hill, 1961, p. 131. 
With this end in view it may be profitable also to help 
employees to satisfy their own personal objectives. If they 
feel that the organization cares about them as people there 
is more likelihood of their responding willingly to 
satisfying the needs of the concern. When we consider 
training, threfore, we are seeking, by any instructional or 
experiential means, to develop person's behaviour pattern, 
in the areas of knowledge, skill or attitudea, in under to 
achieve a desired standard or level of performance. 
Purpose of Training: 
With the rapid pace of change and enormous 
scientific and technical development, methods are required 
to be devised to train workers effectively in a short span 
of time to develop them for a reasonably satisfying 
career. Increased knowledge and skill are needed even in 
routine jobs. Workers can no longer 'cultilever' entire 
career from the base of pre-employment formal school 
education. Every organization has the responsibility, apart 
from achieving its mission and objectives, to develop the 
men, it employs, to contribute to the growth and 
development of the enterprises. 
4. McLARNEY, W.J. "Management Training", Richard D. Swin 
Inc., 1964, p. 624-31. 
5. SAXENA, A.P. "Identification of Training Needs", Indian 
Journal of Public Administration, Vol. XX (No.l), 1974, 
p. 98. 
Essentially, an organization has two types of 
employees:-
(a) New recruits 
(b) People already in service 
The new recruits, though equipped with the 
necessary knowledge and skills, have to be rounded up to 
fill in the groove, rough edges hewed and to be acquainted 
with the organizational goals and objectives and their role 
in achieving them. An induction programmer is their 
requirement of enhancing their skill and developing them 
for superior position. The success of an organization has a 
direct relationship with the quality, of the people it has. 
And to have quality adequate training inputs are needed on 
a continuing basis. 
Training Defined: 
Training is the intentional act of providing means 
for learning to take place. This definition rules out all 
the hit-or-miss training and learning by chance that takes 
place on the job on a day-to-day basis. It is common 
experience that learning would occur every day with every 
day with every individual. With programmed activities 
6. RAM PRAKASH "Lessons of Experience in Training", Indian 
Journal of Public Administration, Vol. XIX, (No.l) 
1973, p. 82. 
7. AGGARWAL, D.V. "Handbook of Management Principles and 
Practices", All India Directories Publishers, 1977, 
p. 110. 
individuals 5 at all company levels, can be expected to 
develop more rapidly that acknowledge and those attitudes 
and skills that will be beneficial to themselves and to the 
company. 
In line with this definition, training, covering a 
programmed sequence of events, can be viewed as a 
continuous process with definable strengths and 
limitations. It is the act of providing a means for 
learning to take place. That "act" now stands out as really 
a series of steps: think steps, setup steps, and action 
steps. The training does not begin and end; training 
reports do not terminate; they merely redirect. The cycle 
of training has built-in measures which allow the cycle 
regulate itself. 
What then is traning. Training is management's 
intentional act of providing means for learning to take 
o 
place - on the job or in the class-room. Its purpose is to 
help each individual reach his maximum potential and, 
through the cumulative effect of having all the individuals 
in the organization reach this maximum, to realise optimum 
productivity. 
Training deals with that singular company resources 
that can change it's own contribution (and rate of 
8. BERCH, E.F.L. "The Principles and Practice of 
Management", Longuran, 1975, p. 572. 
10 
contribution) through it's own efforts and initiative. This 
means that everyone on the organization's management team 
mu st assume his share of responsibility for training, 
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Systems Approach to Training: 
Proper design and implementation of a training 
experience are essential. They require date, planning, 
resources, and experience; but the vital element is the 
10 participant of the training experience. 
There are certain essential components of effective 
training and education. First the purpose, expectations. 
9. "Learning to Change", Report of a Regional Training 
workshop on Sytems Approach for Education, UNESCO, 
1979, p. 13. 
10. "Philosophy of Training", Indian Journal of Taining and 
Development, Vol. XVL (No. 2), 1986, p.77. 
11 
conditions, need, readiness, and state of the 
participant are critical to the training experience. 
Second, we must consider the experience, planned and 
unplanned contributes to the learnings; how it is 
perceived, evaluated and used as an important factor. 
Third, resources are necessary - they can be such things 
as ideas, books, informed persons, libraries, films, 
inquiry centres, home work - space - and there is no 
reason why we should not consider ourselves as 
resources, as well as seek the support and assistance 
from others. Fourth, in this context, authentication 
11 involves the importance and value of the training. 
The designing and implementation of training 
activities are planned. Those of us doing such planning, 
should be aware of the components of the training, and 
of some of the complications of change, that will affect 
learning design. 
With this in mind - change conditions and learning 
design issues - the designer and implementer of training 
(the Training Manager), must achieve an orderly progress 
in the design and implementation process. This process 
12 is called the "System Approach to Training." 
11. SIRABS, G. & SmiS, L.R. "Ftersorrel tte hjnan 
problems of managements" Prentice Hall, 1982, p.539. 
12. "Learning to Change", op.cit. p. 11. 
12 
The following are the basic steps to any systems 
approach to training, and upon which many governmental 
and/or organizational training programmes are built 
including: 
(a) Analyse the needs of the Organization: 
And then to focus on specific requirements for 
13 learning. A need is something that must be accomplished 
in order to achieve the organization's purpose. 
(b) Specify task performance required to eet the 
Organization's Objectives 
The purpose here is to define what an individual 
1 / 
employee^ should do on the job after learning, This 
definition should specify quantity and quality of 
performance; and describe performance and actions. 
(c) Define existing capabilities of proposed audience, and 
define selection criteria: 
Define course content for an average participant, 
but include material hopefully useful to those participants, 
15 
who are above and below the median. Then, establish 
selection criterial^ that will the participants close to the 
norm - so that the material is relevant to each participant 
entering a training situation, must be anticipated. 
13. Ibid p. 15 
14. Ibid p. 16 
15. Mclarncy, W.J. Op. eC pp 624-631. 
13 
(d) Selection programme objectives, and define specific 
learning objectives (Knowledge, Skills, Attitude): 
1 ft 
Classified as: 
knowledge, which is simply accessable to 
information; 
skill, which is the ability to use the knowledge; 
and 
attitudes, which is what is believed, or the 
disposition toward knowledge and skill. These types 
and levels of learning should be keep in mind when 
selecting programme objectives. The latter 
coincides under job performance in step.. 
(e) Some programme objectives (e.g., developing an 
analytical questioning approach) might not be defined as a 
topic, but rather as something to be default learning of 
what a participant should know, or be able to do, or 
believe, at the end of course. Specific statements define 
what the participant would be doing, if subsequently 
observed on the job. Thus, in selecting programme 
objectives several factors must be considered, starting 
with the needs of the organization, and of the learning 
situation itself. 
16. Havelock, R.G. & Havelock, M.C. "Training for Change 
Agents", Lytho Craftess Inc, 1973, p. 68. 
14 
(f) We must always take into account, certain 
restraints in accomplishing programme objectives (e.g., 
course length5training staff, facilities and funds, type of 
course that can be delivered, information transfer, 
technical skills, and social skills). Finally, there is a 
need for flexibility, in order to accomodate change. 
(g) Build curriculum (content and sequence): 
Topics of discussion for each session. When 
establishing the sujects and topics to be covered in the 
course, several factors are considered: time requirements 
which are dependent upon the desire intensity of learning, 
the resources persons, and the level of sophistication of 
17 the participants. There are also several factors to 
weight in development of a curriculum calender. The first is 
"internationalization". Participants should have been given 
an opportunity for subconscious thought over a period of 
time, so as to relate the new material, to their past 
experiences. Thus, the training manager should allow some 
time between session on a certain topic, but not so much 
that the participants lose their train of thought. 
A second factor to consider is boredom potential. 
Some training managers favour splitting up a subject-rather 
17. Ibid, p. 72. 
15 
than giving several consecuting boredom, learning sessions 
in order to eliminate or relieve while providing time for 
internationalization. Others argue that it is easier for 
the mind to grasp one subject fully, before moving on to 
another. If training managers do in fact split up a topic, 
they should at the same time, interspese lighter 
subjects. 
(h) Selection Methods and Materials: 
Various methodologies are available to training 
managers : lectures, discussions, case studies,exercises, 
field trips, programmed teaching packages, role playing, 
workshops, simulations, and post - course workships, and be 
chosen, so as to maximise learning, and here; retension is 
critical factor. Given one exposure to a topic - a lecture, 
for e.g., a participant may remember to look up a reading. 
The likelihood of this being increases, if the exposure 
actually involved the participant in an interesting 
discussion or exercise. The greater the number of such 
exposure, the greater the retension of learning. Vital 
19 topics should therefore, have several exposure. . 
(i) Conduct Training: 
Conduct training have been involved with defining 
and preparing the learning experience. If the methods have 
18. ibid, pp. 69-75. 
16 
been wisely,, the learning materials carefully prepared, 
then an instructor, who is thoroughly familiar with both 
the training. New materiala, however, should be tested 
before they are used. 
(j) Evaluation and feedback process: 
Evaluation and feedback process accomplishments of 
each phase of the training experience, with its stated 
objective(s) (i.e., the needs and requirements of the 
20 organization). Revisions can be made, as necessary in 
each of the preceding eight steps. Feedback can be informal 
at various stages. During training sessions, a facilitator 
who has good rapport with the participants will encourage 
feedback. Informal feedback channels - during coffee 
breaks, meals, parties, or social events - help encourage 
those participgnts who might otherwise hesitate to voice 
their opinions, criticisms, sugestions, or approval. More 
formal evaluations - such as weekly questonniares, or 
relaxed debriefing sessions - are useful for planning 
future learning experience. 
These ten steps (or variation of them) are rather 
typical or any efficiative disign and implementation 
process. 
20. ibid; pp.153-55 
17 
CHECKLIST FOR LEARNING DESIGN 21 
Change Conditions Learning Design Issues 
People change when 
there Is a felt need. 
People change when 
sj:g)ported by a respected 
other. 
People change when 
their change plan moves 
from general goals to 
specific plans and 
actions. 
People change as move 
from a condition of 
lower to higher 
selfesteem. 
People change as they 
shift from old social 
ties, to new or revised 
social ties. 
People change as they 
move from external to 
afinternal commitment 
to change. 
Training participants should only 
go to programmes in areas where 
they feel a need to improve -
not because they are sent, or 
because it is "their turn." 
Training should include a 
linkage with a respected others, 
hopefully one's supervisor. 
This perfson should understand 
and support the training goals. 
Training designers need to 
include a process, where 
participants can spell out a 
specific plan or action, for 
improving their job performance. 
Too often, training designs do 
not help participants see, that 
the training will improve their 
feelings about themselves. 
Too often, training is not 
concected to the back - home 
("real world") setting. This 
result in a dramatic loss of 
learning, when participants 
return from a training 
programme Training designs must 
link learning into the back -
home situation. 
Training designs should include 
opportunities for people to 
explore the commitment to 
change to develop their own 
insights and understanding. 
21, Mclarney, W.J. - op. cit. p p-397-428. 
18 
LIMITATIONS AND PAY OFF : 
Regardless of the organlzatgion provided for 
training the interest of the manager, the qualifications 
of the specialist, or the climates in which line and 
staff personnel operate, there are limitations to what 
training can accomplish. Even under the most favourable 
22 conditions, training cannot : 
(a) Solve the problem of facility organization. In 
fact, a poor organizational structure will usually create 
blocks to learning and tend to prevent the translation 
of accuired knoweledge or skills into imporved 
performance. 
(b) Serve as a substitute for sound initial selection 
and careful placement of employees. 
(c) Increase learning potential. Training may 
stimulate further use of innate capacities, but it 
cannot create potential. 
(d) Unerringly insure increased performance of greate 
efficiency. There must be a transfer or accquired 
knowledge, skills or imporved attitudes into the work 
situation before improvement will be mode this transfer 
is not automatic and is controlled by factors outside the 
scope of the training function. 
22. Saxena, A.P. - "Training & Development", II P.A., 
1974, p - 21-25. 
19 
(e) "Learn" anyone anything. Training can only 
provide the means for learning to take place. If 
potential learners do not want to learn, chances are they 
will not learn. 
These are real limitations, but they can be held 
to a minimum and pay off can be realized inspite, of 
them. Imporved skills and attitudes and greater 
knowledge, coupled with greater personal involvement of 
each employee, should bring about specific and tangible 
23 
results these should include : 
(a 
(b 
(c 
(d 
(e 
(f 
(g 
(h 
(i 
(J 
(k 
(1 
(m 
(n 
Increased employee satisfaction 
Less waste and spoilage 
Lower absenteeism and turnover 
Imporved methods and systems 
Increased level of output 
Less supervisory burden 
Lower overtime costs 
Lower machinery maintenance cost 
Fewer grievances 
Lower personal injury rates 
Better communications 
Greater employee versatility 
Improved morale 
Greater cooperation 
23. Monappa, A, op. at - p 142-52. 
20 
MANAGEMENT'S APPROACH IN TRAINING : is mentioned below:^^ 
(a) Superior does all : in somek compaines the 
supervisor has toal responsibility for all training. 
It is delegated to him, and he does it himself. 
(b) Supervisor assigns to assist : Some time a 
supervisor assigns the training functin to a speific 
person, who does the training either competely or 
his own or with the supervisor's help. 
(c) Supervisor with guidance : Still companies, 
superficially assign the training function to the 
supervisor, holding him responsible for it but 
offering him guidance and instruction to do an 
effective job. 
(d) Supervisor with assistance : Still other companies, 
usually larger than average size, hold the 
supervisor responsible for training but offer him 
the services of staff assistance or outside training 
specialists. 
(e) Supervisor does not win : Some companies take all 
formal responsibility for training away from the 
immediate supervisor and assign it to full time 
trainers. 
24. Aggarwal, D.V., op. cit p - 142-44. 
21 
In middle and large size companies, some 
combination of these approaches will probably be found at 
any given point of time. Various departments have their 
own particular approach within the framework of company 
policy. The old but true nation that the line manager is 
actually responsible for training must be strengthened 
and it will be if each level of management demonstrates 
that it is going to assume full responsibility for this 
activity. 
The most frequently heard plea from the training 
specialists is for more participantion by management. 
The goal should be one of co-operation rather than a 
sharp delineation of separate activity for the various 
people connected with training. A successful training 
effort requires a co-operative effort not several 
seperate efforts. Briefly, the role of manager will be 
that of decision maker, while the training specialist 
plans a supporting role. The two complement one another 
: each one outlines this relatinship in terms of 
respective duties, line and staff. 
LINE AND STAFF ROLES IN TRAINING^^ 
25. Mclarney, W.J. - op cit p - 460-70. 
22 
Line Manager Training Specialist 
1. Makes decision!final Measures payoff (informs of 
approval on all training management accomplishments, 
matters). 
2. Determines need (spot^ 
problems foreses 
improvements). 
3. Participates (takes an 
active part part in 
planning , instruction 
and followup). 
4. Secures assistance 
(staffing the training 
function). 
5. Creates the climate 
(changed* before 
demanding changes in 
subordinates). 
6. Follow-through (sets 
new standards of 
performance based on 
additional knowledge 
acquired in training). 
7. Re-examines issues 
(continued needs 
determination). 
Gathers information in needs 
(participates determination) 
Provides technical know-how 
(becomes a true specialist). 
Trains trainers (builds 
qualified instructors in the 
line organization). 
Teaches instruction unit 
(provides expert man-to-man 
and group instrruction when 
needed). 
Cooradinates 
balanced 
activitiers 
changing 
individuals 
organization). 
(maintenance 
training 
to satisfy 
needs of 
and the 
Uses all resources (goes 
outside for help when it is 
needed). 
Fig. 1.2 
This fixing of responsibility and blueprint of 
activity should not be viwed as increasing the burden of 
the line manager. Quite the contrary. It is intended to 
provide a practical solution to many of the "people" 
problems that faces as well as increase his own job 
satisfaction. Most line managers know that thrill of 
23 
seeing a wasteful habit broken or a new skill acquired as 
a providing a means for learning to take place. 
For many line managers planned training is not a 
countinuous activity but a series of isolated efforts 
9 ft 
spaced randomly over considerable time. Generally, 
this does not indicate a lack of desire to broaden 
themselves or to enable subordiantes to grow. Rather, it 
is most often a matter of possessing the knowledge and 
development skills essential for productive training. 
Some line managers have enlarged their jobs to include 
continuous training, the practice of development skills 
and full utilization of the training specialist. 
Training for whom ? 
Human resource management requires training at 
27 
all levels. An analysis of training need of different 
levels show that :-
(a) Senior managers need to be acquinted with the latest 
technological developments, conceptualization 
skills and help to develop a wider perspective and 
balanced orientation for future. 
26. Elton, T.R. - "Management development for Line Managers" 
American Management Association Inc, 1969, p - 122. 
27. Tracy, W.R. - " Disigning Training and Development System" 
American Management Association, 1973, p - 339. 
24 
(b) Middle level managers need to be trained more in 
analytic and adaptive skills In addition to self 
perception. 
(c) Junior level managers need to imporve their 
technical proficiency. 
(d) Supervisory level requires job knowledge and 
ebiliCy to supervise and guide the worker. 
(e) Worker needs to know the job content of his job and 
the skills to execute it. 
TRAINING NEEDS : 
The entire premise of training is based on the 
indentlfIcatlon of its needs and appropriately satisfying 
the needs. The success of training effort hlngers on the 
identification of training needs. The training needs 
are required to be defined and exact training requirements 
Identified for proper transfrer of knowledge and skills. 
Training need is a gap. The identification of this gap 
is the responsibility of the organization. The gaps 
28 generally are : 
28. PlgorP:, op. at - p- 349 
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(a) GAPS IN KNOWLEDGE : 
Gaps in knowledge varies with level. In cases of 
Senior Managers it may be in case of technology 
information, job process, professional management and 
overall future orientation. In case of Middle Level 
Managers, they may be in knowledge of process involved in 
the job and overall future orientation and in case of 
Junior Level Managers, it may be in know-how and 
29 
conceptual knowledge. 
(b) GAPS IN SKILL : 
In case of Senior Level Managers, these are 
conceptualizing and planing skills. In case of Middle 
Level Managers, it is inter-personal skill and in case of 
30 Junior Level Managers, it is technical skill. 
(c) GAPS IN PERFORMANCE : 
31 These are as follows 
1. Ambiguity in job related activities. 
2. Lack of accoutability. 
3. Deficiency in feed back. 
4. Lack of proper appraisal and recognition system. 
5. Setting of targets. 
29. Havelock, op.at, p - 68-69, 
30. Ibid. 
31. Sharma, V.D. - "Bridging 'Management Gap' in 
Developing Countries" Indian Administrative and 
Management Review, Vol 5,No.4,1973, p - 14-19. 
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Gap 
Areas 
Senior 
Level 
Middle 
Level 
Junior 
Level 
Knowledge Technological 
knowledge 
Procedural 
knowledge 
Implementation 
knowledge 
Skill Conceptual Analytical Executing 
Attitude Towards 
environment 
Logical Towards work 
& organization 
Performance Target 
Setting 
Application 
of skills 
Appriasal & 
reognition 
Training intervention is required not only to 
elimincCe these gaps but to imporve the faculties to do the 
job with greater efficiency. The process of identifying 
areas of deficiencies in a person specially in terms of 
knowledge, skill and etCitude gaps in time with each 
task is called identifying training needs or 
requirements. The training needs can be broadly grouped 
under the following heads : 
(a) Organization needs. 
(b) Employee needs. 
(c) Instructor needs. 
(d) Physical provisions. 
(e) Training aids and method. 
32. Elton, T.R. op. cit., p - 61-63, 
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METHODS OF IDENTIFYING TRAINING NEEDS : 
33 The following methods are commonly used for 
identification of training needs both at the individual 
level as well as at group level. 
(a) Observation of performance on the job. 
(b) Personal history sheet. 
(c) Questionnaire surveys. 
(d) Personal interview!individual and/or group). 
(e) Feedback from supervisor. 
(f) Diagonistic training needs by outside 
agencies. 
(g) Uses of all sources of information. 
(h) Generation and evaluation of large pools of 
items that describe behaviour on the job. 
Broadly speaking the following factors help in 
determining training needs : 
(a) Group problem analysis. 
(b) Questionnaire. 
(c) Job analysis and performancereview. 
(d) Brain storming. 
(e) Tests e.g., trade test, aptitude test 
(f) Records and reports. 
33. Monappa, A - op. at, p - 144 
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McGehee and Thayer have recommended the following 
three steps approach to determine training needs 
(a) Organization analysis to determine where training 
emplhasis should be placed with the organization. 
(b) Operations analysis to decide what the training 
should consist, of, requiring a study of what a 
person should be taught, if he is to perform his 
task with maximum effectiveness, and 
(c) Man analysis to determine as who needs to be trained 
and what skills, knowledge and attitude should be 
augmented or imporved. ^. 
TRAINING' METHODOLOGY : 
Once the training needs are identified of an 
individual, group or organizration, suitable_methodology 
Jdenti^-iecJ. A Kjell t^tavM^ed fra^M'i^^ p l a n - ^ r 
has to be searched and. each employee can be called a 
35 train--ing methodology. There is entire range of 
teachin^methods available with advantages in each of them 
Training falls into two broad categories : 
34. McGhee, W. & Thayer D.W. "Training in Business & 
Industry", London : John Wiley, 1961. 
35. ibid 
36. Pigor, P - op. cit - p p- 190-94 
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(a) Training for knowledge and skill. 
(b) Training related to attitudinal change. 
The method employed at increase knowledge and skills of 
workers are known as on the job training, other aspects 
being J.M.T. (Job Method Training), J.R.T. (Job Rotation 
Training), J.I.T. (Job Instruction Training). For 
executive training not only aims at upgradatin of skill 
and knowledge but attitudinal change too. 
VARIOUS METHODS DEFINED : 
On the Job Training (JMT, JRT and JIT). This method 
known as the 4-step method, involves four basic steps. 
37 The steps are : 
(a) Approaching the employee, new or experienced. 
(b) Demonstration by the Supervisor. 
(c) Performance by the learner. 
(d) Reviewing the learner's progress. 
Approaching the New Employee. This is the most 
critical phese of teaching job. It establishes mood and 
mental attitude of the employee. Three things are 
important : an understanding and sympathy for people; and 
the ability to handle people. 
37. Aggarwal, D.V. - op. cit. p - 118-19. 
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Demonstration by the Supervisor. The trainee is 
instructed and shown how to do the job step by step. As 
857o of learning is the result of perception, 10% of 
hearing and 5% from testing and feeling, this method 
plays an important part in learning process. 
Performance by the Learners- If the previous 
steps are carried out carefully, the trainee approaches 
his first attempt with confidence and success. On the 
other hand, he may be nervous. He is,' then allowed to do 
the job without interruption. He may pause momentarily 
to collect his wits or to think about his next move. 
The performance may be clumsy at first. Skill has to be 
developed through practice. 
EXECUTIVE DEVELOPMENT METHODOLOGY : 
On-the-Job develoment - Here employee teaches his 
subordinates and learns from his seniors. Senior 
executive of the department is the guiding executive. It 
has several advantages : 
(a) It is more realistic. 
(b) Production is carried on during training. 
(c) There is no need for transition from class room 
learning to the job. 
(d) It is economical. 
31 
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Management by Objective (MBO) : Company objectives are 
set and known by managers at all echelons of management. 
Achievements are monitored. Systematic appraisal or results 
constitute a useful method of training for development of 
managers. 
Case Method : This method is associated with the training 
method used at Harvard Business School. In case method, the 
instructor collects cases on a subject which represents 
a variety of real life issues. By analysis or diagnosing 
of a real business situation, and determing alternatives 
open to the decision maker, the learner gains understanding 
of complex situational factors. He learns: 
(a) To diagnose business situation and identify critical 
factors. 
(b) To conceptualize from a series of selected 
situations the dynamic nature of business. 
(c) To gain confidence enough to search for alterntive 
ways of solving the problem and taking appropriate 
decisions. 
Role Playing : This technique consists of assigning roles 
to the trainees and then enacting them in the class room. 
A central idea of role playing is that the trainee 
38. Mayward " Top Management Handbook", Mc Graw Hill, 1960 
p - 180-91. 
39. Monappa, A - op. at 149-52. 
40. ibid 
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understands the situation from a perspective different from 
his own. 
Business Games : This is another kind jof simulation of 
business situation for training purposes. The writer 
obtains actual data from a busines situation and develops 
it into a comprehensive exercise. The training group is 
divided into several companies and each group operates as a 
corporation for the duration of the game. Each group meets 
to decide on policies and strategies and prescribes action 
for achieving goals set out, for the Corporation. The 
result of the decision is feed back to each. The group then 
works out the action in detail taking into account the 
result of its past performance. 
42 In-Basket Exercise : Here, an individual or a group, has 
to work on material collected from the in-tray of an 
executive in the company. Exercise is prepared from a few 
day's mail and the trainee are required to schedule their 
time, determing the priorities provides the backgroundthat 
might be necessary for working on the exercise. Finally, 
he invites the trainee to review the finished work and 
derives some useful concepts from the exercise. 
41. ibid 
42. ibid p -150 
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The Incident Process : The method is associated with the 
name of Prof. Peul Pigors. First the group is given an 
incident involving a problem. The group is asked to 
suggest a solution to the problem. After getting the 
incident, they get all the facts about the incident. From 
these they select the key to relevant facts. Each rainee 
writes his decision separately and these are compared 
through discussion. The group is then told of actual 
decision from the actual incident and the trainee then 
compares with his decision. 
Syndicate Method : The trainees are divided into a 
number of groups to work on different subjects. The groups 
are called syndicates. Each syndicate has a brief and 
background papers carefully prepared by the instructor. 
The syndicate discusses the issues involved in the subject 
area are assigned to it and prepares a paper. The chairman 
of each syndicate presents his report separately, followed 
by questions raised by each syndicate on the 
recommendations of other syndicates. 
Problem Oriented Exercises and Projects : This consists 
of assigning specific problems that might have been faced 
43. ibid. 
44. M Nulty, N.G. "Training Managers", Heaper & Low Publi-
shers 1961, p - 28. 
45. ibid p - 15. 
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by the organization. Projects on a variety of subjects are 
written for trainee. The material is distributed to the 
trainees in advance. The trainees are divided into groups 
and work separately on the problem. In the final session, 
the group presents its reports, which is followed by 
general discussion on the issue in hand. 
T-Group : This type of training is variously referred to 
as T-Group, L-Group or sensitivity training. T and L stand 
for training and learning respectively. The theme 
of this training is to provide the trainee insights about 
his own behaviour, about inter-personal relationship and 
group, and organizational success. T-Group training aims 
at inducing the sensitive perception that helps in 
identifying the area that affects relationship at work. 
Training Challenge : 
The "ideal" training function will set as its goal 
: providing the means for all employees to : 
(a) Make a satisfactory adjustment to the demands of 
business and industrial operatins from the first 
day of employment. 
46. Strauss : op cit - p - 545-46. 
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(b) Progres as a productive force in the enterprise of 
needed skills, knowledge and attitudes. 
To achieve this goal, opportunities should be 
provided that will enable the employees to develop to 
fullest the potential he brought with him into the work 
situation. As we view it, the training challenge is 
two-fold : 
(a) Skill development providing for the development of 
the ability to handle sharply defined tasks. In 
§Eh^f words J each person i^'§he orgrinization must 
be offered the opportunity to develop specific job 
skills that will allow him to perform predictably 
according ;to establishments standards. Skills 
requirements are far from static; they change as 
47 
the demands of the organization change • Qif-ii 
development, therefore, must be a planned activity 
that will adjust to organizational and individual 
needs. 
(b) Employing the Whole Men : developing the 
understanding and capacity necessary if man is to 
use his most productive qualities - his ability to 
47. Carter, R.D. "The Internatinal Challenge of Management 
Development", Indian Administrative and Management 
Review, Vol 2, No 3, Sep. Oct., 1970, p-14-18. 
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dream, imagine, make decisions, and in general 
48 function as a reasoning force . This concept 
goes beyond skill development to the problem of 
conservation of skill and the employee's 
adjustment to his work. 
48. ibid. 
CHAPTER-2 
TRAINING OBJECTIVES, POLICIES AND STRATEGIES 
The Training Department's Purpose : 
The purpose of the training department in an 
organizatin, and indeed the personnel function generally, 
is frequently misunderstood. It is convinient for 
managers, enterprises and other to refer to that 
department anything which appears to have a connection 
with training, however tenous that connection may be. The 
realistic employees acknowledge that if they employ 
people to carry out function in an organization which will 
contribute to its performance, they must provide them with 
the tools to do the job. This does not only mean that 
premises, facilities, supervision, etc. have to be 
available, but also that the employees themselves should 
be able to learn the requirements of that jobs and have 
guidance and training to enable them to carry out their 
duties to the necessary standards . The responsibility 
for training his subordinates has to rest very firmly on 
the shoulders of manager or supervisor. He is accoutable 
1. Ottaway, R.N. "Change Agents at Word", Greenwood, 
1979. 
2. ibid. 
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to top management for the performance of his staff, 
knowing better the anyone what their jobs entail, and he 
should be able to assess to what extent the requirements 
are being met. This obligations, to which he should be 
fully committed should be explicitly stated in his 
contract of employment . This is not to say that the boss 
is expected to carry out all the necessary training 
himself, although he will sometimes be the right person to 
do so, which should be part of his normal day-to-day 
duties. 
Clearly, he will have to call upon the expertice 
of training function in clarifying the training needs, in 
determining the most suitable means of satisfying those 
needs and in deciding who should undertake the required 
training. Sometimes the training department will 
recommend that the manager or supervisor carry out the 
training himself with assistance if required . In other 
instances, where special expertise or training skill is 
necessary, they will be more practically involved 
3. Rogers, C.R. - "Freedom to Learn for the 80s (2nd ed) 
Charles E. Merrill, 1983. 
4. McLarney, W.J. - "Management Train;ing", Richard D. 
Irwin Inc., 1964 p-407. 
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themselves or will sub-contract the works in whole or in 
part, to extranal consultants. The policy adopted will 
depend on the nature of the need and the training 
required . Training is therefore, to be seen as a service 
function, providing management with professinal support in 
meeting the organization's objectives. It should at no 
time be seen as undermining or taking away from managers 
c. 
the responsibility that is rightfully therein. . 
The acknowledged proffessional association for 
people engaged in the personnal function, the Institute of 
Personnal Management (IPM) , states within its definition 
of personnal management that it is that part of management 
which is concerned with people at work and with the 
relationships within an enterprise. It applies not only 
to industry an commerce but to all field of employment. 
Personnal Management aims to achieve both 
efficency and justice, neither of which can be pursued 
successfully without the other. It states to bring 
together and develop into an effective organization men 
5. Pigors, P Myers, C.A. & Malm, F.T. "Readings in 
Personnel Administration", McGran Hills Book Company, 
1959, p - 345-50. 
6. Malm, F.T. "Objectives of Training", Indian Manager, 
Jul-Sep 1972 3(3). 
7. Institute of Personel Management, IPM House, 35 Camp 
Road, Wimbledon, London, SW 19 4UW. 
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and women who make up an enterprize, enabling each to make 
his own best contribution to its success, both as an 
individual andas a member of the working group. It seeks 
to provide fair terms and conditions of employment of 
Q 
satisfying work for those employed . 
Herein lies the aims and the reasons of the 
training activity, which is usually an integrate part of 
the personnel function. It is therefore concerned with 
people, with relationship, job satisfaction and fairness; 
with efficiency and effectiveness; and with organizational 
9 
success . The size of the activity will dictate the 
range of expections that the management will have of the 
function. Indeed the management may will have determined 
the size of the department having regard to the 
responsibilities it wishes it to carry out. If we ciicrcRye a 
large organization in order to establish the limits of a 
trainin departments, brief, we may reasonably expect its 
10 
responsibilities to be : 
8. Kenneth R. "A Handbook of Training Management", IPM, 
1983. 
9. Brown, R.G.S. & DR. Stell "The Administrative Process 
in Britain",(2nd ed) 1979. 
10. Saxenc, A.P. "Some background factors in the choice of 
Training methodologies", Indian journal of Public 
Administration, Vol XXVI, (No 1) Jan-Mar 1980. 
pp-94-101. 
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- Working with management to producer corporate plans 
(including manpower plans) and business strategies. 
- Producing Training policies, plans and budgets. 
Providing a Training input to management development. 
Sleeting Trainees. 
Arranging appropriate induction programmes. 
Carrying out job analyses. 
Assisting managers to identify Training needs. 
- Arranging and partly carrying out Training programmers, 
including course disign. 
Organizing further education for employees. 
Measuring, evaluating and following up Training 
Developing Training staff. 
Liasing with educational establishments, government 
training organization, professional associations, etc. 
Providing a Training advisory and information service. 
Controlling all Training resources. 
Advancing the cause of training as a profession. 
42 
CORPORATE PLANS AND STRATEGIES : 
The training functions responsibilities begin with 
involvement in the formulation of corporate plans and 
11 business stratigies . Often training specialists are 
excluded from this vital activity, largely because their 
work is perceived to be of relatively low influence in the 
12 
running of the organization . It is true that by very 
nature of the organizational structure, which is commonly 
pyramidal in shape, their practical training operations 
will to a large degree take place at the lower levels. 
Yet the business decisions taken in the corridors of power 
directly affect the training department and its total 
strategy. 
In no way can it respond to the overall 
organizational needs if it does not know what these are 
furthermore, if it is not involved in the intial plannlrti, 
it cannot provide the input which management requires in 
order to decide whether or not the corporate plans are 
13 
workable in training terms . For instance, it is futile 
for an organization to plan for a level of growth which 
11. Argenti, John - "Practical Corporate Planing", George 
Allm and Unwin Ltd, 1980, p-5, 
12. ibid. 
13. ibid pp - 10-33. 
43 
is simply not achievable from the manpower availability 
point of view or whichrequires training for its workforce 
of such a duration as to make it impossible to meet 
14 delivery targets 
Rapid changes in technology can bring difficuties 
for training specialists who may not be aware of the 
decisions being taken at the top. 
In an era of rapid change, the importance of 
15 business plannings is self evident . It is not 
sufficient for an organization simply to make forcasts 
about it future activity. Forcasts are mainly based on-. 
1 fi 
hibtorical data. Assumptions have to be made that certain 
factors which upset previous forecasts will recur to a 
greater or lesser degree and allowances must be made, with 
appropriate weightings, for new factors which may 
influence the situation. 
The essence of business planning is in the 
prepcration of the organization to meet the challenges of 
17 the future, whatever they may be. This clearly rules out 
14. ibid 
15. Branch M.C.-"The Corporate planning Process", DB 
Taraporewala Sous and Co. Pvt. Ltd, 1967,pp-38-40. 
16. ibid pp - 41-42. 
17. Dudick, Tond Goock, R. "Handbook of Business Planing 
and Budgeting for Executives with Profit 
Responsibility", Van Nostrand Reinhold, 1983, 
pp-17-22. 
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any one immutable business strategy. There has to be a 
member of alternative strategies to deal effectively with 
uncertainty and risk. For an organization to be 
successful it has to be able to approach the furture with 
flexibility, to set itself up in such a way that it is 
equipped to deal appropeiately with change, to seize 
opportunity to cope with unexpectd pressures and so on. 
If forecasts of themselves are so unreliable, it is vital 
to be prepared for any eventuality and to plan 
18 
accordingly. 
It is because of the existence of alternative 
business stragegies in an organization that the 
involvement of the training department in the planning 
process is so strongly advocated It is not reasonable to 
expect training staff to be clairvoyant or to have change 
19 their own strategies without warning. However flexible 
they may be in responding to change, the lead time in 
seting up a new training activity or modifying an 
existing one can be considerable. It is often assumed by 
nontraining people that results can be obtained 
20 
overnight. Expediency in dealing with such problems 
18. ibid. 
19. Bursk, E.G. & Feun, D.H. "Planing the Futuri Stratgy 
of Your Business" Mc Graw Hills Book Gompany, 1956, 
pp - 4-6. 
20. ibid. 
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thus dictates that the training department is aware in 
advance of what alternative strategies are in corporated 
in the business plans so that it is forward of the 
possible modifications it could be called upon to cake to 
its own strategy. 
The business strategy should therefore define the 
main aim of the organization and alternative approaches 
21 that may be used to advance it. . The most favoured 
approach is selected by the top management and 
organizations. Part of this process would be a resource 
plan which would determine, among others, things, what 
manpower would be needed and what results would be 
required from them. 
Management Development: 
22 Management development sets out to improve and 
maintain standard of managerial performance in 
an organization, at the same time providing the machinary 
for ensuring that there is a continudct.supply of suitably 
trained managers to meet the organizations future needs. 
21. ibid. 
22. Bayoyne, J.B. & Stuart Roger, "Management Development 
and Strategies", Gower Publishing, 1978, p. 57-60. 
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This objective calls for a comprehensive inventory of 
managerial talent, a means of identifying training needs 
to assist managers to equip themselves better to carry out 
their present jobs effectively and a succession plan which 
seeks to predict career paths and incorporates suitable 
23 preparation for promotion. 
The monitoring of managerial performance is 
usually carried out by means of performance reviews. 
The training department's contribution to 
management development can be considerable but it depends 
to a large extent on how well managers carry out 
performance reviews. If they do not recognize what 
continues a training need when trargets are not met, the 
the training machinary will not be set in motion, 
performance will improve and the same problems may arise 
at the next review. It should therefore be stressed that 
an organization should not attempt to introduce a 
performance review system without taking early steps to 
ensure that all employees who will be involved are trained 
to carry out their responsibilities under the scheme 
effectively. This not only means being given assistance 
25 
with interviewing and discussion techniques but also 
23. Choudhury, L.H., "Training for Development", Indian 
Journal of Public Administration, Vol. XXVI (No 2) 
Apr-June, 1980, pp. 378-383. 
24. Armstrong, M. "A Handbook of Human Resources 
Management", Koean Page, 1987. 
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with the recognition and identification of training 
needs. 
In some management development programmes, 
potential managers are also included in the scheme. It is 
important for training specialist: to recognize the special 
needs to these employees. Apart from the obvious 
requirements for them to and systems, they require a major 
re-orientation in their thinking from operating as 
specialists to a total business approach as part of the 
management team. 
Individual Objectives: 
It has to be recognized that individuals as well 
as organization have objectives, based on their 
experience, knowledge, attitudes, beliefs, homebackground, 
outside interests, etc. These objectives, whilst quite 
logical and realistic in relation to the individual, may 
27 be in conflict with those of the business. Reconciling 
these goals may creat- problems for management, but 
trainees can give valuable support in exploring such 
difficulties in training programmes, making employees 
aware of how they arise and what will be the effect on the 
26. Easterby, Smith, Hart - "Evaluation of Management 
Education", Training and Development", Gower 
Publishing, 1986, pp. 22-25. 
27. Grundstein, ND, "Understanding Self and Organization", 
Management International Review. Vol. XVIII (No.4) 
1958, pp. 286-87. 
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organization, and consequently on the individuals, if they 
are not resolved. Enriched attitudes which are in 
opposition to the organizations goals can be very damaging 
but do not necesserrily appear so to those who hold them. 
Better understanding may often be achieved through the 
medium of well designed training. 
Unified Philosophy: 
It is thus necessary for the training objectives, 
policies, plans and strategy to reflect the philosophy 
expressed in the business plans. In the absence of 
training involvement at top level, this is difficult if 
not impossible. It is not unknown for trainers always in 
28 harmony with the management ethos. Training policy must 
echo management policy, and for this reason training 
managers need to convince those concerned with the 
corporate planning process that the function must be 
involved in that process if it is to meet management's 
expectations. It is true to say that many organizations 
still equals training with simply improving the 
performance of individuals out of context with the 
corporate goals. There is thus a risk that they will not 
get the priorities right and that a substantial amount of 
training may lack relevance. 
28. Robinson Kenneth, op. cit. 
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Training Policy: 
Every organization should have a declared training 
policy which is understood and supported by employees at 
all levels. It is not enough for the statement simply to 
say that it is the policy of the organization to ensure 
that everyone is developed to the limit of his or her 
29 
ability, in the interests of corporate excellence. 
It is believed that the training policy is 
supported by all employees. This is important since 
training can be abortive if there is no commitment on the 
part of those being trained. Part of this commitment comes 
from an understanding of what the training policy is all 
about, hence the need to explain it carefully to evryone. 
Training should not be seen by employees as a penalty but 
as an opportunity for them to further their knowledge and 
expertise both in their own and the organization's 
interests. The climate needs to be created in which they 
are eager to seize such opportunitieb and in their 
enthusiasm may well be able to identify some of their own 
needs. The importance of self-development should not be 
30 
under-estimated. 
29. Blake, R.R. & Mouton, J.S. "Corporate Excellence 
Through Grid Organization Development", Gulf 
Publishing Company, 1968. 
30. Hague, H. "Executive Self Development", Real Learning 
in Real Situations", MacMillan, 1974. 
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TralninR Strategy: 
The major purpose of training in an organization 
is to achieve performance from its employees at all 
levels. How the training department accomplishes this 
depends upon many factors including management and 
supervisory style, organizational climate, quality of the 
mocking environment, nature of the work and local 
community influences. These factors will differ from one 
establishment to another and thus the strategies called 
for will very from one location to another. Clearly the 
morale of the workforce and what motivates them will have 
a direct hearing on the strategy adopted by the training 
32 department. If behavioral training is deemed necessary, 
it is vital to incorporate it in other, more acceptable, 
training in such a way that it does not become dominant. 
Part of a training department's strategy is its 
total training doctrine. Some management will wish to 
incluence this, but others will say that it's a matter for 
the training function itself. 
31. Saxena, A.P., "Identification of Training Needs", 
Indian Journal of Public Administration, Vol. XX 
(No.l) 1974, pp. 93-98. 
32. Bursk, E.G. et al. op. cit. 
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The training department's doctrine will include 
its overall approach to learning. Training style may vary 
considerably from task to te^ ic and there is therefore a 
33 tactical element. Different situations call for different 
courses of action and hence the approach needs to be 
flexible. The training department which does not have a 
clear overall approach to its work is like a ship without a 
radsr responding in an uncordinated to the element, in 
the helmsman who is trying to steer the vessel towards the 
desired destination. 
The training strategy also has to recognize that the 
department's responsibilities are not discharged with the 
. . . . 34 provision of training. The end result has to be monitored 
and measured against the criteria for success. If there is 
no strategy for achieving this and promoting acceptable 
transferability to the job, t'he process can be abortive or 
at least may be only partially successful. 
Trainers have concentrated on teaching individual 
employees how to carry out the requirements of their jobs 
out of context with the current and hanging needs of the 
organization of which they are part. The training 
33. Winufield, Ian, "Learning to Teach Practical Skills; a 
self-Instruction Guide", Kogan Page, 1978. 
34. ibid. 
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35 department's strategy in this situation is parochial and 
thus of limited effect in meeting organizational goals. In 
dealing with training opportunities on a total strategy 
basis, they may find themselves involved less in the design 
and running of training courses as in the past and more 
with those aspects which helps to ensure that the training 
is getting to the root of the organization's needs. 
In summery, a training department's strategy 
36 
should therefore embody: 
an overall sense of direction 
an assessment of environmental influences, 
leadership style in the organization, 
a doctrine geared to training intervention at 
organizational level, and thus to satisfying 
true organizational needs as well as those of 
the workforce. 
methodology which aids the satisfaction of 
those needs 
planning and tactical flexibility 
an acceptance of the importance of measuring 
results and modifying strategies where 
necessary. 
35. ibid. 
36. Jones, DR. J.A.G. "Training Intervention Strategies", 
Paper Published by Industrial Training Service Ltd., 
1981. 
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Training Plans: 
The training plan is a practical document which 
brings together all the training needs derived from the 
business and manpower plans, the performance review system 
J ., . , 37 It not only sets out 
and any other recognized sources. -^  
what the needs are, how they were established and what 
standards are to be achieved, with the estimated time 
scales. The person or persons who will be responsible for 
the training are specified and' budget allocations ststedt'. 
One underlying principle which has been stressed 
throughout this chapter is that of the unification of 
training objectives, policies and strategies with the 
business plans of the organization in order to be truely 
effective in terms of carrying out their purpose of 
improving organizational performance. 
37. Argenti John, op.cit. 
38. Brusk et al. op. cit. 
CHi\PTER - 3 
METHODS AND TECHNIQUES OF TRAINING 
Against the backcloth of behavioural theories we 
can now consider what methods are available. We can divide 
these methods into two major categories, didactic and 
participative. The former may be defined as direct teaching 
(with authoritarian overtones) whilst the latter implies 
two way communication between two or more persons, with or 
without a leader. However direct teaching methods are valid 
vehicles for learning provided suitable safeguards are 
introduced in the form of feedback. 
DIDACTIC METHODS: 
One-to-one instructor: 
2 
The direct training approach to the training of 
apprentices, operators and other individual learness is 
used extensively. Whilst an authoritarian style of one-way 
communication may still service in some of the smaller 
establishments where there is no professional training 
function, it is now widely recognized that successful 
instruction depends upon an active rather than a passive 
learner. Directive instruction tends to create dependency, 
and this is in conflict with the aim to bring a learner up 
1. Winfield, Ian - "Learning to Teach Practical Sills: a 
Self-Instructional Guide", Kojan Page, 1979. 
2. ibid. 
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to experienced worker standard at the earliest possible 
time. This objective requires the use of a systematic 
method, back up by a comprehensive two-way information flow, 
adequate reinforcement of learning and a practical 
demonstration of that learning under skilled supervision. 
All the effects of adopting a good instructional style would 
appear to be positive. They include better understanding of 
the job requirements coupled with the ability to carry them 
out satisfactorily, the generation of enthusiasm for the job 
and what may be seen as desirable attitudes towards the 
organization and other employees at all levels. 
Factors worthy in this context are as follows: 
1) The question should be asked initially as to 
whether one-to-one formal instruction is the best 
way of imparting the required knowledge or skill. 
There may be a more suitable method, depending on 
3 
the objective. 
2) The job must be analysed in detail and the learners 
present knowledge ascertained. The gap constitutes 
the learners training need. 
3) An instruction plan must be made, and appropriate 
targets identified. 
3. A report "Trends in Employment and Training of Craftsmen 
and Craftswomen", 1988, available from the Engineering 
Industry Training Board. 
4. ibid. 
5. ibid. 
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4) The instructor who organize himself in such a way 
as to reduce problems to a minimum clearly stands a 
better chance of success than one two takes no 
precautions at all and is content to play 
everything. 
5) When carrying out the instructions it is advisable 
to give the trainee a preview of the task to be 
performed. This helps him to re-organize his 
thoughts around the new task before he has to cope 
with the details. He needs to know the purpose, the 
approximate time and the scope of the 
instruction. 
6) Generally the sooner the trainee can get involved 
in the instruction process the better, provided the 
actively is safe and does not risk unnecessary 
cost. 
7) Adequate explanation has to be given for way stage 
of the training process, and the need to active a 
target speed should not be interrupted by the 
9 
trainee as slow driving. 
6. ibid. 
7. ibid 
8. ibid 
9. ibid 
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8) The second of porgress should be freely available 
to the trainee throughout the instructional 
process. It is helpful for him to know just how 
much additional effort is needed to active target 
. 10 performances. 
9. Finally, the trainees progress is monitored at 
suitable intervals until it is confirmed that 
11 target performance is being maintained. 
Lecture 
12 The lecture is a time-honoured means of 
communication with a group. Usually defined as an 
informative discourse delivered to an audience, it clearly 
implies a one-way talk to a number of people given by 
someone who is knowledgeable about hi^ subject. It normally 
covers a specific, discrete topic rather than a range of 
subjects, and for it to be successful it demands a high 
level of skill from the lecturer. 
Often a lecturer is used when it is necessary to 
convey message to a large audience, since other methods of a 
more participative nature would prove too cumbersome to 
operate. Creating the right conditions for learning to be 
effective requires attention to a number of factors. The 
10. ibid. 
11. ibid 
12. Brown, George, "Lecturing and Explaining", Methuan, 
1979. 
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important one are as follows:-
(1) The environment, including whatever services have 
13 to be provided, must be suitable. 
(2) The needs of the audiance in terms of subject 
i / 
matter must be ascertained in advance. 
(3) The subject must be thoroughly researched and the 
lecture carefully planned to meet the perceived 
need, care being taken to speaker and audience need 
time to collect their thoughts between stages. The 
vital factor i& that no activity is so long that 
15 the speaker loses the audience's attention. 
(4) Visual aids and handouts should be used with 
discretion. It should never be assumed that the use 
of training aids is essential for a lecture to be 
sucessful. These devices should be used to 
reinforce, not to do the lectures job for him. 
(5) The skills expected of a lecturer differ very 
little from those required of any public speaker. 
Creating and maintaining the interest of the 
17 
audience is must. 
13. Gibbs, Graham - "Fifty-three Interesting Things to do 
in your Lectures", Technical & Educational Services, 
1987. 
14. ibid. 
15. ibid. 
16. ibid. 
17. ibid. 
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(6) The lecture should always end on a positive note. 
People like to go away feeling that they have been 
stimulated and have been given food for thought. 
18 The end should never be an anticlimax. 
(7) It is usually helpul for the audience to be thanked 
19 for their attention and participation. 
In spite of criticisms by the advocates of 
participative learning the lecture still has its place in 
certain training situations. Indeed it may be the only 
20 practicable way to handle a large audience. 
Participative Methods: 
The following training methods rely to a major 
extent for their success as learning media on the active 
involvement of the trainees. The degree of this 
participation varies from one method to another but the 
21 
overall philosophy implies that learning by doing or by 
getting personally involved, even if only in discussion, is 
the most successful route to acquiring knowledge and skill, 
or towards changing attitudes. 
18. ibid. 
19. ibid. 
20. ibid 
21. Bass, B.M. & Vaughan, James- "Training in Industry. 
The Management of Learning", Tavistock Publications, 
1988. 
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Conference: 
22 The conference is usually a highly structured 
device for conveying a message or messaget>on a large scale, 
often to an audience of several hundred people. It attracts 
delegates, with common interests, usually from a wide 
cross-section of society, who speskthe opportunity to hear 
and comment on the views of recognised authorities in the 
areas covered. 
Many see the conference more as an opportunity for 
meeting people, particularly the speakers, then for 
learning much about the subjects discussed. 
Seminar: 
The more common seminar is a conference on a 
smaller scale but incorporating a greater degree of 
participation from the members. The word is derived from 
the Latin for 'Seed-Plot' and thus suggests that it is a 
well prepared situation for sowing, murturing and 
developing ideas. 
23 The seminar is usually created around a single 
theme which is examined in some depth. The speakers are 
22. Taylor, H.M. and Mears- "Right Way to Conduct Meetings 
Conferences and Discussions", (8ed) Paperfronts, 1983. 
23. Munson, Lawrence - "How to Conduct Training Seminars", 
McGraw Hill, 1984. 
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acknowledge specialists who make brief presentation 
outliving the topic or topic or topics to be discussed and 
lead the members towards certain tasks which they want 
them to explore. 
Discussion: 
The discussion is a common training vehicle which 
is useful for the presentation of ideas and plans, 
paarticularly when issues have to be clarified or explanded 
and the views of groups of people have to be ascertained. 
The discussion leader requires skill in planning careful 
prepartion, encouraging the involvement of individuals, 
controlling the meting and ensuring t;hat suitable action 
is taken. 
The objctive of the meeting need to be clearly 
established and the necessary informatin gathered in 
advance. 
Team Training: 
Although over many years this out-moded approach to 
management persisted in some compaines, there has in 
general been a growing awarenet):^  that the contributions of 
24. Sattler & Miller - "Discusiou & Conference", Prentice 
Hall, 1963. 
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individuals to corporate goals have to be not only optimibed 
but co-ordinated if these organizations are to be 
25 
successful, or indeed survive. 
If management and other work groups are encouraged 
to work together in teams, it is logial to train them as 
teams. 'One of the critisisms of training individuals in 
isolation is that when they return from a training 
programme fired with enthusiasm to put into prarctice what 
they have learned, they often encounter indifference, or 
worse, they are flatly devied the opportunity or facilities 
to implement any change. Training in a team contest 
enables problems to be directly work oriented and decisions 
to be taken jointly by those people who have a vested 
interest. This helps to ensure greater commitment to 
making dec isioni> work. It also gives individuals confidence 
that their day-to-day decisions that they are taking in the 
workplace are not in coflict with the philosophy of others 
members of their team. The quality of decision can be 
improved since more information can be produced and more 
options explored. It should not be thought that team work 
or team training is in fact a panacea for all ills in 
27 problem solving. 
25. Francis Dave - "Fifty Activities for Improving 
Corporate Communication", Cower Publishing, 1987. 
26. Belbin, R.M.-"Management Teams", Heinemann, 1984. 
27. ibid. 
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When introducing team training into an 
organization the trainee has a mammoth setting job to do. 
The first hurdle will be to set the active support of the 
top management. Once obtained, it will provide a 
springboard from which to intergrate the methods gradually 
throughout the organization. If the management are seen to 
go along with the idea to the extent of involving 
themselves in the process, these are better prospects of 
support at lower level. This is the only one of the 
prerequisites for success, however, the ultimate activity 
has to be worthy of the effort that has gone into setting 
Case Study: 
The case study method has had a substantial 
following in training in year since the war, its greatest 
exponent being the Harward iiusineys School. The subject of 
the case study is to present trainees with a realistic 
business situation, giving a considerable quantity of 
background information from which they are expected to 
analyse and compute the outcome of a series of events, or 
provided solutions to specific problems. The actual 
outcome is usually known to the trainer and he is thus able 
to compare or contei.t the trainees findings with it. 
28. ibid. 
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29 Case studies are normally examined in small 
syndicate groups, and the points already mede about these 
groups apply equally here. It is not unusual for each group 
to be given a different question to study in depth. So that 
more ground can be covered in the full group session and 
duplication is minimized. There are advantages in using 
case studies derived from the experience of the groups own 
organization, where there is first hand information about 
its success and failures. 
Since the case study is based on actual events it 
should provide an ideal vehicle for training in decision 
making. 
Role play: 
30 Role playing requires the acting out of parts in 
situation as close to those arising in the real job as 
possible. It essentially consists of an interview as a 
series of interviews, each participants having been given a 
brief specifically iiela"ting to'his role and the particular 
set of circumstances to be enacted. The way he carries out 
his brief depends upon how he sees his role and how he 
29. Drucker, D.F.- "Management Cases", Heinemann, 1978. 
30. Maier, Norman, R.F. - "The Role Play Technique", 
University Associates, 1975. 
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believes the particular situation should be handled. He 
develops a strategy as to how to opproach the task and 
tries to anticipate the reactions of the other party or 
parties. Some role playing develops into a negotiating 
situation and thus provides the opportunity for exploring 
the skills required in this activity. 
Whatever the purpose of role playing exercise it is 
important that they reflect the true working environment of 
31 the participants. In other words, not only should the 
every day conditions be reproduced as far as possible but 
the roles should be acted out within the limits of existing 
managaerial and supervisory, authority and the constraints 
of organizational system, procedures and policies. 
A variation on role play is 'reverse role play.' 
This arises when two participants have reached what appears 
32 to be an intractable situation in their discussions and 
they are asked by the trainer to change roles. This more 
serves to bring home to each traine the need for him to 
understand and respect the other man's point of view. It 
should be seen as a training tool to imporve negotiating 
skills and it does, of course, emphasize the importance 
of understanting the feelings of others. 
31. Pigors, P. and Myers, C.A.-"Personnel 
Administration", Mc Graw Hills, 1977, p-436-46. 
32. ibid, p-452-506. 
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Brain Storming: 
Brain storming is a practical exercise to 
33 
stimulate creativity in a group and is a very useful 
training technique. The fact that the team brain-store 
retains for some people connotations of violent mental 
disturbance may present the training specialist with an 
invital difficulty of persuading them that this is a 
technique which can be used for the organization benefit, 
and that it does not involve any psychological stress 
which they sould wish to avoid. 
Brainstorming is based on the fact that it is 
possible to generate more ideas collectively than the sum 
of the ideas which would be produced individually. This 
arises from the interaction which enables one member to 
trigger off new ideas in another . 
The process of brainstorming demands discipline in 
order to overcome the temptation in most people to pass 
judgement on ideas as soon as they are revealed. 
Group exercises: 
Until the 1960s group training methods tended to 
follow a fairly consistent pattern of formal inputs by 
33. Ranlinson, T.G. - "Creative Thinking and Brain 
Storming", Gower Publishing, 1983. 
34. ibid. 
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experts, followed by discussion either in full group or in 
syndicate sessions. As the training profession developed 
in states, and the work of behavioural scientists 
attracted more attention, approaches to training began to 
emerge which caused something of a revolution in 
methodology. How to optimize learning because the key 
factor and different means of achieving this and were 
1 A 35 explored. 
The group exercise as it has since developed for 
training purposes in a written syndicate task which 
provides clear instruction on the objective, the procedure 
to be adopted and the approximate timing. The objective 
can vary considerably. It may involve, for example, 
learning a technique, skill, procedure, system or policy. 
The exercise provide some ideal vehicle for developing team 
work for problem-solving, decision-making and examining 
and interprating data. 
Workshops: 
The team workshop has come into popular use in 
recent years and is often loosely used to discribe any 
35. Barker, D.M. - "TA and Training - the theory and use 
of Transactional Analysis in Organization", Gower 
Publishing, 1972. 
36. Argyris, Chris, "Intervention Theory & Method", 
Behavioural Science View", Addison - Wesley, 1974. 
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from of participative off-the-job training. it is, 
however, more appropriate to confine its use to discribing 
a method of designing training activities around 
identified work problems in order to find solutions to 
them in the training room. The objective is to obtain 
contributions from all individuals .who are affected and 
thus to optimize the resources available to solve the 
problem and agree future action. The workshop differs from 
their group methods discribed in so far as it is set up to 
tackles specific operational problems and is therefore an 
extension of the work situation. 
Sensitivity training: 
Sensitivity training, T group (training group), 
study groups, groups dynamics and group relations training 
are some of the terms used to describe laboratory type 
training which sets out to promote more effective 
37 interpersonal relationship in an organization . The goals 
are: 
to increase awareness of ones own behaviour and 
how it is received and interpreted by others. 
37. Blumbug Arthur - "Sensitivity Training: Process, 
Problems and Application". 
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to develop sensitivity to the behaviour 
exhibited by others and be able to diagnose the course of 
that behaviour. 
- to improve one's skill in handling problems at 
work by understanding and managing the behavioural factors 
and constraints. 
The technique relies for its effectiveness on 
creating a climate in which participants are willing to be 
frank, open and honest with each other and are prepared to 
explore in small groups facts about themselves, their 
backgrounds and their inner feelings without 
38 inhibition. Because the focus is on personal behaviours 
and discussion of ones (normally) private thoughts, 
sensitivity training has given rise to considerable 
controversy among training and non-training staff alike. 
Transactional analysis (TA): 
Among the many techniques for studying interpersonal 
relationships which have emerged since the last war, TA 
has probably attracted more interest than most. Developed 
39 by Eric Berue and others it overcomes many of the 
difficulties that managers have in interpreting the 
language of psychologists when dealing with interpersonal 
problems. 
38. Pigor, P. op. cit. p.50. 
39. Monappa, A. and Saiyadain, M.S. - "Personnel 
Management", Tata MacGraw Hill, 1979, p. 145-46. 
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Training within Industry (TWI): 
TWI was phased out in May 1984, but it is included 
here for historical interest. Originally introduced in 
America by War Manpower Board, TWi was a training method 
divised during the second world war to develop the skills 
of supervision when it was vital to optimize the 
performance of workforces in industry in the shortest 
possible time. It was good example of the common skills 
approach to the training of supervision. This makes the 
reasonable assumption that all supervision, irrespective 
of function in an organization, requires certain core 
skills such as leadership, communication and the capacity 
to instruct subordinates in the requirements of their 
jobs.^^ 
Job rotation: 
Most organizations suffer to some event from the 
problem that people employed in certain functions become 
somewhat isolated and are not always aware of what is 
going on in other areas. In fact, they may not even know 
what is supposed to go in other functions, which is even 
worse. 
40. Pigors, P. op. cit, p. 194. 
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On training methods which seeks to deal with this 
problem is job rotation. This provides an employee with 
the opportunity work for specified period in .a variety of 
different jobs, gaining experience in a wide range of 
activities. This is on-the-job training and to be 
effective must be carefully planned and executed. 
In-tray exercise: 
One way in which training can reflect the 
realities of the job is by means of the in-tray exercise. 
This provides the trainees with a typical days post, both 
internal and external, which has to be procesed to the 
out-tray. They are required to study all the documents 
decide priorities, allocate time and carry out, or if this 
is impracticable simple indicate, whatever action is 
deemed necessary. 
Coaching: 
One of the major features of training is the 
transfer of information from those with knowledge and 
41. Aggarwalj D.V. - "Handbook of Management Principles 
and Practices", All India Directories Publishers, 
1977, p. 118-19. 
42. Monappa, A. - op.cit. 
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43 
expertise to those who need to acquire it. It is a 
tragedy that a good deal of that knowledge and expertise 
throughout an organization does not get passed on, but is 
often jealously guarded by those who feel that there 
position will be threatened if they disclose it to others. 
The main advantage of coaching as a training 
method is that it is an on-the-job activity and therefore 
can be totally relevant. It involves loss and subordinate 
in a regular dialogue about the departments work and so 
can reasonably be expected to have a fevourebleeffeet on 
both work performance and morale. Coaching is a perpetual 
activity and provides managers with an ideal opportunity 
for self-development. " Using coaching as a training 
medium is also fully justified on the basis that no other 
training programme can effectively deal with all tne 
day-to-day problems of work. Coaching also goes 
hand-in-hand with delegation. Since boss needs to satisfy 
himself that a delegated task has been properly carried 
out. 
The foregoing list represents a cross-section of 
the more common training method which have been available 
to the training specialist for some years. The variables 
43. ibid, p. 120, 
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likely to influence the choice of training methods will 
include the size of the group, its composition and the 
background of its members, managerial or supervisory style 
in the members department, the training objections and 
economic constraints. 
Whatever method is chosen, it is important that it 
meets certain criteria, it should -
satisfy the training and organizational goals and 
the results should be measurable against them. The 
objectives should be directly work-oriented where 
practicable. 
motivate the trainees to learn by involvement. 
Adequate monitoring and reinforcement mechanisms 
need to be built into the programme. 
provide for ease of transferability of learning to 
the work situation. 
, *\ ^\ t\ *\ *\ 
CHAPTER - 4 
OBJECTIVES, NATURE AND SCOPE OF TRAINING IN lAAI 
Relevance of Training in lAAI : 
International Airports Authority of India (lAAI) 
has, over a period of time grown into highly professional 
and sophisticated organization, responsible for operating 
and managing the your international airports viz. Delhi, 
Bombay, Madras and Calcutta. The international airports 
have become highly sophisticated and technically advanced. 
They are sensitive work places. The require in high degree 
of knowledge skill and professionalism. 
lAAI employees, about 6000 workers, incuding about 
600 executives. The personnel of the lAAI were drawn from 
organization at the lAAI were drawn from organization at 
the time of the inception of the organization. These 
organizations were Govt. Deptts., Director General of Civil 
Aviation, Indian Air Force, Central Works Dept. Roads, 
Military Enginering Service and of course, a few new 
entrants. Each of these organization had its own culture, 
which was at variance with others - Interpersonal 
conflicts, delayed decisions and dissensions were the 
obvious outcome. Dynamic leadership capable of integrating 
the hetrogeneous elements, remained conspicuous by its 
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absence for considerable length of time. The overall 
efficiency of the organization, in various areas of 
responsiblities was the major casualty. Industrial 
relations were poor, the commitment to organization was 
absent, corruption manifest. Time over runs in various 
projects led to cost-over runs. The organization remained 
caught in the throes of transition for quite some time. 
Gradually, however, the continuing efforts by sensitive 
management brought some modicum of stability. To keep pace 
with the fast changing needs of the international civil 
aviation was necessary to make people capable and competent 
to handle the jobs entrusted to them. Training in lAM, 
started fairly early. 
A clear prespective of training and its impact in 
lAAI will not be feasible without a brief comment on the 
evolution of the organization. 
lAAI : 
The post world war II period ushered on era of 
change and rapid development. Civil Aviation was an area 
that experience relataively faster changes owing to the 
availability of aircraft and pilot, rendered surplus after 
World War II. Added to this was the immence technological 
advancement, first came the jet engine and then wide bodied 
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aircraft. This twin development compressed time and 
distance and rendered the airport infrastructure inadequate 
for enhance passenger movement. This global phenomenon 
galvanized all airports into accelerated activity of 
modernization and expansion to meet the challanges of 
aviation growth. India was no exception. 
The Govt, of India appointed a committee headed by 
Mr. J.R.D. Tata, in 1967, to study the impact of 
development in civil aviation on airports and to suggest 
suitable measures to cope with the increased demands placed 
on airports. Tata Committee, in its Report submitted to 
Govt, in 1967, recomending formation of an independent 
autonomous body to operate and manage four international 
airports. The Committee suggested short and long time 
plans for this Authority. GOI accepted the Tata Committee 
Report for information of International Airport Authority of 
India. lAAI Bill was passed by Parliament in 1971. lAAI 
came into being on February 1, 1972. It was charged with 
the responsibility to operate, manage and develop the four 
international airports at Delhi, Bombay, Caulutta and 
Madras. 
The authority started with the implementation of 
Tata Committee recommendations regarding interview 
modifications and extensions in the existing terminal 
building. But soon it was realised that the traffic growth 
out matched any modification within the existing terminals. 
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An additional interim measures, the passengers and visitors 
area were extended and imporved wherever possible, for 
efficent handling of passengers. The authority has to draw 
up airport development plans limiting them with the long 
term plans of traffic development and fleet composition of 
national and intaernational airlines. The plans included 
constructions of new passenger and cargo terminals, 
increase in apron areas, parking boys, taxi ways and 
extension of secondary runway as also the strengthening of 
main runway. 
With the investment of approx. Rs.200 crores, over 
the last few years, the four international airports in the 
country have been geared upto meet increasing demands of 
air commuties of cargo traffic. During this period 
necessary infrastructure has been built at the airports, 
confirming to the required international standards. The 
Seventh five year Plan of lAAI further envisaged large 
scale expansion and modernization of terminals and 
passenger facialiation equipment at Bombay, Delhi, 
Calcutata and Madras. Over the years, there has been 
marked increased in passenger and cargo traffic, aircraft 
movement and lAAI's revenue and its profitability. 
Besides developing the four airports in the country 
to international standards, the authority also took up 
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consultancy and construction of airports abroad. After 
acquiring expertise in the most sophisticated and 
technically advanced field of airport planning and 
development, lAAI entered the world market with a 
resounding success lAAI bagged its first international 
contracrt within four years of its inception. In a 
relatively short period, lAAI expertise gained recognition 
in various parts of the world and several works for 
construction of runways, aprons, terminals were awarded to 
lAAI. 
A new International terminal was commissioned in 
January, 1992. A new Domestic Terminal at Madras was 
commisioned in May, 1985. At Delhi Airport, the New 
International Terminal was commissionecSih May, 1986. An 
important feature of this terminal is a fully mechnised 
cargo complex with a capacity of 1,20,000 tonnes per annum. 
The second Module of Internatinal Terminal was 
commissioned in March, 1986. 
Function at I.A.A.I. : 
The specific duties and responsibilities assigned 
to the I.A.A.I. by the Govt, of India are:-
(a) To manage the airports efficiently. 
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(b) To provide at the airports such services and 
facilities as are nencessary or desirable for 
the efficient operation of air transport 
services. 
(c) In particular, function incluide : 
(i) Plan, develop, construct, and maintain 
runways, taxiways, aprons and terminals and 
aiicilliary buildings at the airports. 
(ii) Construct residential building and create 
tov?'?ship for its employees. 
(iii)Establish and \ hotels, restaurants 
rest rooms at or near airports. 
(iv) Establish warehouses at airports for the 
shortage or processing of goods. 
(iv) Arrange for postal, money exchange, insurance 
and telephone facilities. 
(vi) Make appropriate arrangements for watch and 
ward at the airports. 
(vii)Regulate and control the plying of vehicle and 
visitors in the airports, with due regard to 
the protocol functions of Govt, of India. 
(viii)Develop and provide consultancy services in 
India and abroad in relation to planning and 
development of airports or any facilities. 
(ix) Establish and manage helipads and airstrips. 
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(x) Provide transport facilities to the 
passengers. 
(xi) From, such companies as may be necessary for 
discharg of functions and balanced growth of 
Authority. 
Organization : 
Airport Management brings together many disciplines 
into a district and specialised organization Airport 
Management in new work of many disciplines, viz. Planning 
Operation, Engineering, Cargo, Commercial, Personnel, 
Finance, Management and Public Relations. The Corporate 
Office lays down the policies for efficient management for 
airports. The airports headed by Airport Directors execute 
them. 
Airport Management requires that airports are 
planned, developed and operated efficiently and profitably 
to meet the present and future needs of air travel both 
International and Domestic and that they provide adequate 
facilities on one hand to the passengers, visitors, staff 
of the agencies working at the report and on the other to 
the airlines to eTiable them to operate services 
economically and safely. 
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Airport Manageaent - A Unique Function: 
Management of a modern and large airport is a :task 
of considerable complexity. The rapidity of change, in 
terms of planning, designing, technological innovations, 
multiplicity of agencies,makes it extremely difficult to 
keep pace with the developments. Airport Management, has in 
recent years, become a unique and specialised profession. 
On one hand there is continuous requirement of updating 
technology, providing facilities comparable with the 
developed countries, additions/alterations to buildings, 
terminals, lengthening, strengthening, resurfacing the 
runways, taxiways, aprons, operating cargo complex on 
mechanised basis, on the other there is pressure of 
co-ordinating with a variety of agencies, government 
departments, regulatory bodies, and most importantly, 
facilitating the passengers, and of course maintenance of 
countless systems and the anagement of personnel in the 
orgnization, who are not easily the most disciplined body. 
The range of activitiers and extent of responsibilities 
make airport management a very tedious, demanding and 
onesous business. 
Multiplicity of Agencies: 
Airport Managers charter of duties includes 
cooradination with the large number of agencies. As many as 
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76 agencies operate at or around the airport. There 
activities have to be coordinated and synchromised by the 
Airport Manager (Imp. agencies list). The dificulty is that 
these agencies owe no allegiances to the I. A. A. I. They 
belong to different government departments and take 
directions from their respective departments. Their 
priorities and interest are different and at variance with 
those of I.A.A.I. This causes problems and difficulties and 
leads to conflicts. Some of these agencies also cause 
problems, by their attitude and indifferent and behaviour 
with the passenger community, and bring trouble to I.A.A.I. 
The Passenger: 
The entire edifice of the airport and that of the 
agencies operating at the airport is built for one purpose 
facilitating the passenger. Unfortunately it is often seen, 
the passenger is the only casualty. In their anxiety to 
carry out there duties according to their persuasion the 
agencies represent conflicting idiologies and interests. 
The lack of integration and inadequate professional 
knowledge result in harasment to passengers who in turn 
becomes irritated and resort to criticism of the services. 
Some of the agencies that are named for their ill mannered 
approach to the passengers need are airlines, immigration 
and customs, besides the touts, taxi, drivers and the 
unscrupulous porter. In addition to the vested interests of 
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people-like making quick and illegitimate money and 
indulging in undesirable activities there is ignorance of 
the requirements and psychology of the passenger. Some of 
the features of international passengers are: 
(a) Psychological fear of travel by air, irrespective 
of distances and time flaws. 
(b) Feeling of being cramped in the aircraft. 
(c) Disturbance in sleep by odd hours of airline 
operations. 
(d) Tiredness owing to lack of sleep and uncertainty. 
(e) Lack of familiarity with rules and regulations 
induce uneasiness. 
(f) Fear of new people and new places. 
(g) Rude lo)ehavtjoxi& ar\& processing delays, cause 
irritation. 
(h) Air traveller generally belongs to an affluent 
group and has expectations commensurate with his 
status. This mismatch beteen expections and reality 
irritates him. 
These and more such factors make passenger 
apprehensive, critical and irritated which make him, at 
times, irrational and illogical. He fights creates scene, 
reports, certicises, vowing never to visit the country 
again. His views adversely affect the image of the 
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organization and the country. The very people of the 
airports, faciliation and tourism promotion is defeated. 
Problem Areas: 
To make the passenger comfortable, happy and 
satisfied that the training effort is directed, besides 
equipping the personnel to do there specified jobs more 
comfortably and effectively, to few of the problem areas 
that have been identified for attention are:-
(a) Rude behaviour of various agencies like immigration, 
customs, security, airlines, taxi operates, 
porters, touts etc, 
(b) Nonavailability of equipment and poor maintenance 
of buildings and machines. 
(c) Lack of cleanliness in the terminals and dirty 
toilets poor house keeping. 
(d) Delays due to long and arduous procedures. 
(e) Unwillingness to work voluntarily and Cheerfully by 
employees. 
(f) Insufficient knowledge of job requirements 
inadequate job description leading to ignorance of 
responsibilities. 
(g) Absence of initiative amongst all categories of 
employees. 
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In most areas it was found that sustained training 
I.A.A.I. personnel and that of other agencies was 
inescapable since the attitudes of the purpose were 
crucial to success or failure of the organizations. 
Training in behavioural aspects were found to be of 
immense relevance. 
Training: 
The training was particularly necessary to update 
the knowledge in keeping with developments in international 
civil aviation. Due to spectacular growth of the air 
transport industry in the last three decades, the modern 
and large terminal complexes, incorporating the latest 
design concepts, technology, equipment, have been built in 
recent years. 
In the fifties, neither much importance was given 
to training in airport management, imparting training. The 
airports were small and their management and operations 
did not pose problems. The tremendous growth of air travel 
in the early sixties induced huge investments in airports 
especially in the developed countries. The increase in the 
six of airports and the volume of operations posed many 
management problems and airport authorities started paying 
attention to the question of organizing training 
facilities for the staff who had to be recruited in large 
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number to man the numerous posts, created in practically 
every department in the airport. 
In the last sixties and seventies, the International 
Organizations such as the International Civil Airports 
Organization a U.N. Agency, the International Civil 
Airports Association also recognised the need of training 
for personnel - especially from the developing countries 
in specific areas of airport management. Training courses 
and workshops have since been organised by the ICAO 
sponsored and aided training centres. 
Objectives: 
The broad objectives of the training and education 
policy are as follows: 
(a) To identify present and future needs, 
(b) To determine priorities in relation to needs and 
business constraints. 
(c) To develop training activities in association with 
employees representative in order to meet those 
needs and priorities. 
(d) To offer further education facilities. 
(e) To keep the training policy and its application 
under continuous review. 
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The British Airports Authority has been one of the 
pioneers in organizing training courses for its employees. 
B.A.A. which has its own training centre, provides:-
(i) Induction and on the job training for new employees, 
(ii) On-the-job training for those who are transferred 
from one job to another. 
(iii) Training normally during working hours to enable 
employees to improve existing job performance and 
to develop potential. 
(iv) Vocational and further educational training 
particularly for young employees, and 
(v) Training to improve health and safety requirements. 
Many leading airport authorities have invested 
considerable sums of money in establishing training centres 
like Frankfurt Airport Authority (FRG), SCHIPOL, Amsterdam, 
Singapore (CAAS). These centres are equipped with the 
latest literature in airport management, teaching aids, 
materials, and demostration equipment. 
Conceptual Framework of Training Courses: 
The fundamental aspect of personnel management in 
the field of training is the organization of training 
courses on a continuous basis. Undoubtedly the kind of 
88 
training courses to be organized and the duration would 
vary from airport to airport depending upon the need, 
volume of operations, stage of development of the airport, 
on the job training facilities available in the airport and 
the training infrastructure available in the country for 
organizing training courses. Experience has shown that 
while literature on the theory and practice are undoubtedly 
useful what is more meaningful is the suggestions that come 
up from the trainees or for improving the efficiency of the 
operations in airports. 
Since the primary responsibility of every airport 
management is safety, it is only appropriate to organize in 
order of priority, training courses for staff engaged in 
operational duties. So far as operation is concerned, it 
would be necessary to classify the various jobs, and this 
has been done by the International Civil Airports 
Association in the following seven categories:-
(a) Passenger service 
(b) Traffic operations 
(c) Cargo handling 
(d) Apron handling 
(e) Terminal handling 
(f) Aircraft handling 
(g) General duties 
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Basically the training of these seven categories of 
personnel have to consist of (a) basic airport training; 
(b) primary vocational training; (c) specialized vocational 
training; (d) appropriate on^  the-job training. 
Basic Airport Training: 
The basic airport training is meant for all 
employees/supervisory personnel engaged by airport 
authorities/public agencies and by firms doing regular 
business with the airports. The objective is to provide a 
basic knowledge of airport organization, aeronautics and 
general induction training including familirisation with 
the place of work. 
The programme of training, which may last for a 
week or so,would consist of lectures/sessions on air tansport, 
airport location and physical characteristics, types of 
aircraft and their features, organization of airlines and 
there function, passenger and baggage flow cargo, ground 
handling, air traffic control, airport systems, airport 
population, airport personnel, internal information system 
and human relations at the airport. 
Primary Vocational Training: 
The primary vocational training courses are 
organized for all employees or supervisory personnel 
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engaged in different services such as, passenger service, 
operations, cargo aircraft handling, apron handling and 
terminal handling. The programme content for each would be 
so structured as to make personnel aware of the importance 
of their area to work and enhance their professional 
skills, for example, for those engaged in the passenger 
services, the course would consist of lectures on the basic 
facts about service to passengers, public relations from 
the point of view of passengers behaviour and case studies, 
the image of the airport authority/airlines, passenger 
ticketing, reading of schedule and manual technical 
vocabulary, normal passenger procedures, passenger 
information system, special procedures and methods of 
communication. 
Specialized Vocational Training: 
The specialized vocational training is meant for 
employees and supervisory personnel whohave to complete both 
basic airport and primary vocational training courses in 
their area of work. The courses would be arranged for each 
category in subjects such as handling, cleaning, equipment 
refuelling, apron control, unkeep and maintenance, 
passenger correpondence, technical management, airport 
signs and public address system, inter-company coordination, 
airport user services, technical management. 
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On the Job Training: 
On the job training is organized for employees 
discharging primarily base level functions. In each airport 
there are a large number of persons skilled or unskilled 
rendering services and it is necessary in such cases to 
spell out the broad job description/specification of each 
category and organise the training course depending upon 
the administrative or technical commercial financial or 
operational content of their jobs. For example, the 
supervisory official incharge of passenger services would 
have on the, job training in planning/conducting of 
meetings, administrative aspects of personnel management, 
public relations etc. Since the category of employees for 
whom the job courses are organised varies from airport to 
airport it is essential to draw up carefully programme on 
the training courses which enhance their experience and 
professional skills. 
Supervisory Personnel: 
In every airport there are officials whose duties 
are supervisory in nature. They do not form part of the 
management cadre. Yet, the duties they perform are 
important since the entire responsibility of supervising 
the functioning of the base level personnel and the plant 
and equipments rests on them. Many of them are promoted 
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from the base level cadres and some are recruited directly. 
Those who are recruited directly and are concerned with 
operational duties have necessarily to undergo the basic 
airport training and primary and specialized vocational 
training during their probation period. Those who n^re already 
holding assignments involving supervisory and coordination 
function also require training and it is the duty of the 
training department to identify such posts and duties and 
responsibilities of the official. Supervisory officials 
have to be trained in the practices and procedures to be 
followed for the efficient discharge of duties by their 
subordinates and the monitoring of their work. Officials 
who have a coordinating role have to be trained in public 
relations and the procedures and methods followed for 
dealing with the day-to-day routine operations and 
emergency situations. Training courses for the supervisory 
officials will consist of the basic information required 
for the operation of services, work charts, utilization of 
resources, work manuals, conduct of the employees 
documentation and procedures for enquiry into incidents. 
Officials dealing with airport handling services (in some 
airports they are known as duty officers or airport 
managers) have to be trained in organization and methods, 
drafting of reports, management of staff, development in 
labour legislations and public relations. 
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Management Staff: 
So far as the middle and higher level management 
executives are concerned, the contract of the training 
course would vary, depending upon the length of service put 
in by officers. Training for them would be in basic airport 
management aspects, joint aeronautical training course in 
air navigation, operations techniques, commercial policy, 
administrative management and accounting and specialized 
training programmes in financial and commercial management 
operation, management of public relations engineering 
management and airport planning and design. At the senior 
management level it may be necessary to organize general 
management courses so that officers who are in line for 
promotion as heads of divisions or departments acquire some 
knowledge of the working of various departments in the 
airport authority. In particular, exposure to the 
principles of personnel management, industrial relations 
and financial management is desirable. 
Training in lAAI: 
As mentioned earlier International Airports 
Authority of India (lAAI) was established in 1978. At the 
time of its formation majority of the employees came from 
different organizations, but largely from Civil Aviation 
Department and Central Public Works Department. A few 
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executives were recruited from the open market for making 
the new posts in the Head Office. 
In the first year of its formation, lAAI was only 
concerned with more immediate problems of organizing three 
general orientation courses for the managerial and 
supervisory staff. In the subsequent years course were 
organized to meet specific organizational requirements. In 
the first Instance, middle and junior management personnel 
were sponsored to various management institutions in the 
country to make them more effective in their jobs. However, 
the evolution of the courses hlghlited the need for 
organizing courses to cater to higher level training of 
senior managers. 
An attempt was made to find out whether the desired 
facilities existed in the developed countries. It was 
noticed that the courses conducted abroad were of short 
duration and experience. For example, short course of five 
days at Loughborough University for lAAI Manager cost 
Rs.15,000/- while that of ten days at International Centre 
for Advanced Technical and Vocations Training. ILO, Turin 
worked out to be Rs.25,000/-. It was, therefore, decided to 
meet lAAI training requirements within the country by 
establishing its own training centres. It is with view that 
lAAI established the Fire Training Centre in 1976 and the 
Management Development Centre in 1978. 
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With the establishment of the Management 
Development it was possible to arrange many useful training 
courses for the benefit of the employees. In terms of 
priority, courses were organized for the subordinate 
employees such as Drivers, Helpers, Attendants, Typists, 
Clerks, Ticket Clerks etc. 
lAAI has organized for supervisory and middle level 
officers in the airports on general management, contract 
management, financial management, performance appraisal, 
cargo management, project management, airport planning 
personnel management etc. 
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CHAPTER - 5 
INSTITUTE OF AIRPORT MANAGEMENT 
Till recently, approach towards training in lAAI 
was lackadaisical. Non-availability of the professional 
staff on one hand and absence of realization of the 
importance of training on the part of management on the 
other made training incidental. Neither systematic 
training nor adequate attention was paid to organization 
of training, its evaluation, selection of faculty or 
nominations of officers for the training. 
Casuality was not only in inhouse training. 
Opportunities for overseas training were also lost, 
although financial aid was available. It has its own 
impact on employee morale. 
In March, 1986, the Chief Executive, with 
professional management experience, academic orientation 
and proven commitment towards HRD and Training took over 
as Chairman, I.A.A.I. Deplorable state of training was 
noticed by him. Management tool decision to set up the 
Institute of Airport Management as the noddle point for 
airport and aviation training. In June, 1986 Institute 
started operating from a form house in New Delhi. A senior 
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officer of General Manager level, assisted by nucleus 
academic and supervisory staff,- was entrusted with the 
responsibility of organizing trianing. 
Institute Mission: 
(a) To establish a basic curriculum of programmes and 
courses to enable employees to do their jobs. 
(b) To anticipate changing conditions (internal and 
external) in the field of aviation/airport 
management and provide programmes to help 
employees cope with changes. 
(c) To provide expertise in analysing performance, 
problems and devise appropriate solutions. 
(d) To provide programmes that would improve services 
at international airports. 
Training Advisory Council: 
I.A.A.I., constituted a high powered training 
Advisory Council, consisting of members from Airlines. 
Ministry of Civil Aviation, and academicians. This high 
powered council, besides advisory Institute on Training 
activities, also lays down broad policies of the Institute 
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in relation to the training and Human Resources 
Development of the I.A.A.I. personnel. 
Training Philosophy: 
(a) To prepare avaiation (in particular airport) 
employees to develop specific skills necessary to 
perform effectively in their current job 
assignments. 
(b) To help employees recognize and realize their full 
potential as human beings. 
(c) To build skills and import knowledge that would 
make employees more effective variety of possible 
job roles. 
(d) To prepare employees to take on broader or more 
demanding job assignments in future. 
Training Activities of the Institute: 
These can be broadly divided as: 
i) Executive Training at l.A.M. 
ii) Staff training at Airports. 
iii) External training of I.A.A.I. staff 
including officers, 
iv) Oversease training, 
v) Training foreign national. 
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Executive Development Programmes: 
Executive Development Programmes have been 
conducted at the Institute Campus in Delhi. As a matter of 
policy, in-house training of the executives is organized 
at Institute for it demands intensive pre-course 
preparations, selection of faculty, course evaluation and 
so on. Efforts are made to conduct EDPs for officers 
working in all discipline. For instance, Institute 
conducted as many as 22 EDPs and trained 482 officers 
during 1987. In 1988, 23 EDPs were conducted at the 
airports. 
Staff Development Programmes: 
Staff Development Programmes are the Programmes 
conducted for non-supervisory staff working at the 
airports. Institute prepares training calendar for SDPs 
provides guidelines to Airport Directors for conducting 
SDPs. Reports received from Airports are carefully 
evaluated and feedback given to the respective airport. 
During 1994, four airports trained staff with the help of 
several SDPs. 
External Training: 
Institute is fully aware of its limitations in 
terms of extending training facilities and organizing 
100 
training courses for all employees of I.A.A.I. At times it 
is not feasible to organize such courses, specially when, 
members to the trained is small, besides certain courses 
which are highly technical (elegtrical cargo for 
instance), and for which adequate training facilities are 
not available. Efforts are made to collect training 
calendars of academic/training/professional institute/ 
organizations/associations, based on the organizational 
requirements, training courses and officers for these are 
short listed. Nominees are provided as much information as 
is possible about the training course they would attend, 
they are also advised to submit report on training. These 
reports are carefully evaluated for future reference and 
action. 
Overseas Training: 
Airport Management is a growing field. To keep 
pace with technological advancement in avaiation, it 
becomes necessary that officers (especially middle and 
senior level) are exposed to international situations. 
This is made possible by nominating officers for overseas 
programmes. These are long duration courses and are 
usually funded by international agencies. Such courses are 
carefully evaluated. Equal care is exercised while 
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selecting officers for such courses. On their return, 
participants are asked to give detailed reports and make 
presentations, where necessary. During 1984, officers 
attended overseas training. 
Training for other Airport Agencies: 
International Airport is the configuration of 
different agencies working together. International 
airlines, customs, immigration and I.A.A.I. are the major 
ones. It is the co-ordinated effort of all agencies that 
ultimately determines that efficiency of the airport. 
Realising this. Institute conducts training courses for 
other agencies as and when possible, on request. For 
instance, during June-July, 1987, course with emphasis on 
behavioural science, were conducted for 167 immigration 
officers working at I.G.I. Airport, Delhi. Courses were so 
well received that there was a request to repeat the same 
course during 1988. 
Training of Foreign Nationals: 
On a moderate scale, foreign nationals are 
offered training at the Institute. A few courses with 
international collaboration are on the anvil to attract 
participants from neighbouring and third world countries. 
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Besides remunerative aspects, it would provide I.A.A.I. 
officers an opportunity to interact with their 
counterparts from other countries, it would also enhance 
the image of Institute and I.A.A.I. and lend credibility 
to I.A.A.I.'s training efforts. 
Training Needs: 
A training need is the ability to discriminate 
between performance problems which are training needs, as 
opposed to those which are not training needs. 
The chief test for a training need is this: DOES 
THE EMPLOYEE KNOW HOUTO MEET THE PERFORMANCE STANDARDS FOR 
AN ACCOUNTABLE TASK? 
If the answer is yes, then there is no training 
need. There may be a performance problem, but it doesn't 
produce a training need, since more training will not 
necessarily solve the problem. The employee already knows 
low. Therefore, there must be other obstacles to 
satisfactory performance, hence, a training need can be 
defined as: 
"that need which exists when an employee locks the 
knowledge and/or skill, to perform an assigned 
task satisfactorily." 
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This definition implies that there are 
standards of performance. That may, or may not be 
true, unfortunately. Not every organization has 
established standards for every task - and lots of 
standards have been informally established, but 
never documented. if there are no standards 
against which employee performance can be 
measured, it is very hard to conclude that the 
employee is not performaning satisfactorily. 
Operational managers are dissatisfied with 
employee performance, but have not identified 
precisely what level of performance would satisfy 
them. That happens a lot when new jobs are 
established, when the technology is altered, or 
when procedures are amended. It can also happen 
when old taks begin to be performed sloppily, or 
perform, . indifferently. 
What can be done in the face of such vague 
specification? This is one time when questioning 
skills are very useful. This is the perfect chance 
to use some direct question to get the facts; to 
use open questions to get at feelings; to reflect 
the feelings of operational manager due to the 
performance problem back on the job. 
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An effective procedure to implement, would be the 
following: 
(a) involve several managers; 
(b) attempt to reach agreement without pain or lose 
situations; 
(c) clarify goals, and start the evaluation process, 
by discussing what things will look like when 
success is achieved; 
(d) plan the idea of some positive reinforces for 
those employees who satisfy the standard after the 
change effort; and 
(e) really tests this procedure, by involving the 
employees themselves. 
Employee comments will: 
(a) explain whether or not prescribed/recommended 
standards are reasonable; 
(b) uncover interesting and productive information, 
about hidden task interferences and conflicting 
consequences; 
(c) help identify useful feedback data, which might 
let them know how they are doing while they are 
performing; and 
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(d) telL whether or not the present training, written 
procedures, and job description are accurate. 
In getting help inputs from operational managers 
and employees while defining performance standards, there 
will be implanting of important concept that organizations 
get their work done, because employees fill their 
positions satisfactorily. They "put out the proper 
outputs." Position, in turn, are made up of 
responsibilities, which in turn, are discharged by proper 
completion of a member of tasks. To set standards, we 
define those tasks specifying the actions to be taken, and 
the criteria of successful completion. 
Once the actions and criterial are identified, 
standard setters want to consider conditions of 
performance. This includes what the employees is given to 
work with, and what happens when there are variations in 
working conditions. For example: an airline agent who 
deals with the public, may be encouraged to ask a pleasant 
question of customers. That's a "standrd of performance" -
unless there are more than three people waiting in line. 
Under these conditions, the pleasant question may be 
sacrified, in order to give speedy service to all three 
customers. 
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Once the standards are agreed upon by key people 
in the client department, the all-important questions "Do 
the people who must meet these standards have the 
knowledge and skill to do so?" If the answer is in the 
affirmative, then no training is required. 
For new-comers to the job, that seldom happens 
They rarely know how to do their new jobs perfectly, in 
those cases, we have discovered a training need. It does 
not follow, however, that new-comers need training in all 
facets of their position. Even newcomers have some ability 
and some knowledge, and we call this their "inventory", if 
we match the inventory witn the standard that has been 
determined, we have discovered a possible training need. 
Micro Needs and Macro Needs: 
There are two classes of training needs: "micro" 
and "macro". The difference is simple, but it has a 
serious impact on the response made by the training 
department. A micro need impact on the response made by 
the training need exists for just one person, or for a 
very small employee population. Macro training needs 
exists in a large group of employees - frequently in the 
entire population with the same job classification. That 
107 
happens, for example, when all clerks must be trained in a 
new procedure, or all managers in a new policy. A manager 
in a specialized department, however, may develop a micro 
training need when some new technology is introduced into 
that field, or when performance as aemanager reveals 
non-comprehension of one facet of good managerial 
practices. 
When new employees enter the organization, there 
are assumed macro-training needs; they will know very little 
about policies and procedures nothing about organizational 
goals or structures. These difficulties of knowledge are 
assumed to apply to all new employees. 
However, there may also be micro training needs 
about the special tasks the new-comer will perform; it is a 
good idea to "take inventory", to see whether or not the 
individual employee meets the standards, on some of the 
skills necessary to satisfy the performance of the position. 
Sources of Potential Micro Training Needs: 
If we first look at the micro training needs, the 
best place to start, would be with the existing personnel 
systems. The actions taken to maintain personnel systems 
lead to the discovery of many training needs. 
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New Hires: 
There micro need is the peculiar information 
required, before they can feel comfortably and acceptably 
"at speed" in the new position. This might be local lore 
such as starting times, lunch and break schedule, the 
location of the necessary rooms, sources of assistance, 
etc. If pre-hiring interviews or certification testing 
reveal any deficiencies bad enough to correct (but not 
serious enough to deny employment), those are also micro 
training needs. 
Not all the training needs of new hires should be 
met immediately. The new hires should be trained only for 
those tasks which they will perform soon; they will forget 
and be overwhelmed by-training in tasks they will not 
perform until later in their duty. 
Promotions: 
When one person moves into a position of greater 
responsibility, we may presume that there will be a gap 
between the person's inventory, and the knowledge and 
skill required to perform satisfactorily in the new 
position. 
Transfers: 
Even if no promotion is involved, switching to new 
responsibilities, is a signal that there may be a 
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temporary mismatch between what the employee can already 
do, and what must be done to perform satisfactorily in the 
new placement. 
Appraisals: 
This system exists in many organizations for both 
management and non-management positions. The "suggestions 
for improvement", invariably are triggers for individual 
education and development - and thus, symptoms of training 
needs. Often, a supervisor informs an employee that he or 
she must acquire a new skill, or master the conceptual 
framework for some phase of the present job, that is not 
being performed as well as it might be. It matters not at 
all whether the growth recommended is to improve 
performance in the present position, education to prepare 
for the next assignment, or development to help the 
organization grow to fit new environments. 
Other sources would include the following: 
(a) careerplanning programmes; 
(b) management -by-objective goals; 
(c) an accident; 
(d) quality control records; 
(e) grievances; 
(f) new positions; 
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(g) research and development projects; 
(h) tution refund programmes; 
(i) homestudy applications; 
(j) job rotation programmes; 
(k) cross-qualification decisions; 
(1) special assignments; and 
(m) job description. 
All the above are possible sources of micro 
training needs. When employees assume duties under any of 
these programmes, even as students in homstudy programmes, 
for example, they inherit some lack of knowledge about the 
terms of the activity. Establishing communication 
mechanisms to keep informed about routine activities in 
all such programmes is essential. To respond effectively, 
with good counsel, about how to overcome the deficiencies 
in knowledge which are created inevitably by such 
programmes. 
Sources of Potential Macro Training Needs: 
(a) Regular Management Report tell about 
production, were-housing or inventory 
problems about trends in turnover or grievan 
-ces, about a whole array of things.There is 
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a lot of interesting information to be 
discovered, by reading the reports the 
senior managers say they need to manage 
their organization. 
(b) Special Report & Request reveal future plans 
shifting priorities, problem areas, 
successes, failures - many of which result 
from, or will involve, employee performance. 
They reveal new strategies and programmes 
which may require employees do things they 
never did before. That means potential 
inadequate employee. inventories, and 
inadequate training needs. 
(c) New Facilities usually mean new hiring, 
sometimes new positions, and they often 
signal:-
new products, which can result only if a new 
technology (or significant amendments to old 
technology), are acquired by significant 
members of employee; and 
new equipment and machinery can arrive when 
there are new products or simply because a 
better way to handle old tasks. 
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(d) Change in standards inevitably mean that large 
number of employees must be informed and 
sometimes trained. Frequently, incumbents need a 
change to freely express their feelings about the 
change, to understand the reasons for the new 
standadrds, so they can accept them more easily -
or at least response effectively, by going along 
with it." 
(e) Trends in any operating or management index, are 
signals for training needs for populations in the 
wrong direction. Thus, sales reports, back 
orders, reject rates, turnover grievance trends, 
and frequent recommendation in appraisals or 
management by objective documents are excellent 
data for deciding what training needs might 
exist. 
(f) New policies frequently result from the changing 
position of the organization in the market place. 
If times are tough, the employment, lay-offs, 
benefits, and salary "package" may be changed, 
when that happens, the expectations of employees 
often change too. 
It is quite apparent then, that signals about 
potential needs will be received by constant monitoring 
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of the ongoing operations. But, is monitoring the only 
way to identify training needs? No, but it is assuredly 
the most reliable and the most consistent way to remain 
relevant and responsive. Personnel moves and operating 
events and indices, tell management where the 
organization is succeeding, where it is failling short, 
and where it is going. Paperwork which trigger further 
investigation and analysis. 
Surveys or Interviews? 
In addition to the monitoring and anticipation, 
surveys and interviews to poll managers for their 
perceptions of the training needs of the organization are 
important tools. A summary of the relationship between 
surveys and interviews on one hand, and monitoring the 
operation on the other, would be the following: 
(a) Basic signals about training needs come 
from monitoring the ongoing operation. 
(b) Signals about micro training needs are 
pursued, with the training department, 
using of further inquiry and analysis with 
the manager of the potential participants, 
and of course, with the participants 
themselves. 
(c) Signals about the macro training needs of 
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the organization are validated by further 
inquiry, in the form of surveys and 
interviews; and 
(d) New signals which come from the surveys and 
interviews are validated by reference to 
the hard data from the operational 
monitoring. 
By such a dual focus in determining needs, one 
will be able to validate the accuracy and completeness of 
the training department's response to the training 
education and development needs of the organization. 
Prioritising Training Needs: 
If there are multiple signals from many sources, 
the training needs (or the need for some performance 
problem- solution), may exceed the resources available to 
meet those needs. At such moments, a written policy 
statement would come in very handy. But on what basis 
would such a policy rest? In most organizations, at least 
four criteria must be considered: 
(a) cost effectiveness 
(b) legal requirements 
(c) executive pressure, and 
(d) the employee population to be served. 
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The "cost of performance problem" can usually be 
determined. Its relatively easy, if one immediately knows 
the cost of a defective units. 
The second criterion is the "legal requirement." 
Today, numerous government statutes dictate some of the 
decisions about what training we must offer. Employment, 
Equity, Equal Pay for Equal work, etc. all these impact 
upon the Aviation Training. 
"Executive pressure" is a third criterion, it 
usually comes from within the organization - and its a 
criterion which cannot be ignored. Executive desire for 
certain training, is a reality and it is also a pleasing 
symptoms of management support. 
Finally, there is the criterion of "employee 
population". Sometimes this means simply that training 
goes to the most extensive problem. Macro needs may take 
priority over micro needs. Fortunately, it does not 
always need to worn that way. The factor of influence and 
impact, must also enter the decision table. Possibly, the 
people with defective performance occupy positions where 
their work impacts upon the entire operations - such as 
senior officers. Perhaps, they have product hand-offs to 
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employees in 'downline' jobs. Perhaps the value of their 
product gives some priority to their need. 
Performance problems that affect many employees, 
which are costly, which are related to the law, or which 
interest executive, - all these deserve attention. Actual 
or potential knowledge deficiencies deserve training. 
Problems stemming from lack of practice should produce 
drill, or enforced on-the-job application. Problems 
stemming from other causes, are probably deficiencies of 
execution, and non-training solution are, therefore, in 
order. 
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CHAPTER - 6 
TRAINING FOR BETTER WORM CULTURE 
DATA ANALYSIS AND FINDINGS 
1. The "Training of Airport Management Cadre" survey 
was a self critical process by executives who had 
attended the programmes at the Institute of Airport 
Management. The Institute was instrumental in designing, 
pilot testing, conducting the survey, analysing and 
tabulating the data. This effort gave an opportunity to 
assess our strength and weaknesses, expectations and 
training needs. The areas covered for analysis to 
highlight the attitudes are discussed in the succeeding 
paragraphs. 
ATTITUDE TOWARDS ORGANIZATION: 
2. A large number of executives (667o) attended the 
training. While some of them did make efforts to acquire 
learning and degrees from Universities/Institutes on 
their own, the bulk of them accepted life as it came. The 
training opportunity provided to them at the I.A.M. 
'apathy' to 'sympathy', an attitude of real concern for 
growth of people working in the organization. 
Participants appreciated this initiative. 
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WORK ATTITUDE: 
3. There was a wide speread feeling amongs the 
officers that there was no scope for the knowledgeable 
workers and new ideas. This feeling was symboilic of 
"mark-the-time" attitude. The training made special 
efforts to dispel this feeling. They were cajoled that 
after the training a conscious effort was expected 
towards transforming negative feelings to positive ones, 
to translate new ideas into actual work situation. This 
helped in their perception of "training" as well as 
"work". There was palpable transformation from 'casual' 
to more 'committee' and serious attitude towards work. 
4. Table 1.1 indicates attitude towards work as 
perceived by the individual officer prior to attending 
the in-house training programme. 8U7o of the respondents 
indicated that they were serious towards work even before 
attending training. 207o respondents confessed they were 
casual towards work. 
Table 1.1 
Q. What was your attitude towards work prior to this 
training 
N.2UQ 
Work Attitude Percentage 
Casual 20 
Serious 80 
Indifferent Nil 
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5. Officers were asked about the change that took 
place in their attitude post training. Their responses 
are presented in Table 1.2. 707o of the respondents found 
themselves becoming more systematic and organised than 
before. About 507o of them had better appreciation of 
others' problems. Other change factors are also indicated 
in the Table. 
Q. What changes have taken place in your attitude post 
training period. 
Table 1.2 
N. 200 
Attitudinal Factor Percentage 
1. Become more serious 10 
towards work 
2. Sense of accountability 30 
increased 
3. More commitment than before 10 
4. More systematic than before 70 
5. More Cheerul 10 
6. Better prepared for stress 20 
7. Better appreciation of others' 50 
problems and difficulties 
8. Desire to extend help and 30 
assistance to those in need 
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6. The same question was asked from the Controiiing 
Officers. Work attitude of their subordinates as 
perceived by them is indicated in Table 3.3. Most of the 
controiiing officers found their subordinates a little 
more sincere and interested in work. The influence drawn 
from the data presented is that those 20% officers (table 
1.1) who were casual towards work had reflected change in 
their attitude. 
Q. What is the attitude towards work of your subordinate 
Table 1.3 
What attitude as observed by Controlling Officer 
Sincere & positive 
Sincere, dedicated, meticulous 
Readdy to take responsibility. 
Excellent. 
Sincere, responsible and takes initiative 
ACCOUNTABILITY 
7. Throughout the programmes, the role and accounta-
bility of the Management Cadre were stressed upon. It 
appeared to have helped participants their role and their 
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importance. Many remarked that it was for the first time 
that they were being made to feel Like an officer. 
ATTITUDE TOWARDS TRAINING: 
10. Attitude of these officers towards 'in-house' 
training at I.A.M. could be best explained in one word: 
'casual'. All these participants realised that training 
was a serious business at the I.A.M. and participants 
themselves were expected to be serious baout it. Barring 
initial resistence, Institute has succeeded in changing 
casual attitude into more serious one towards in-house 
training. 
11. If training purpose i.e. changing overall attitude of 
the people^ is to be achieved then outlook towards 
training need to be changed in the first instance. 
Strategy adopted was such that officers attending 
training become more serious about the whole training 
exercise. This in turn was instrumental in changing 
attitude of the people. It is reflected in Table 1.4 given 
below. As it can be seen, 507o of the officers admitted 
that training was instrumental in their attitudinal 
change. Rest 507o, however, said that training has not 
changed their attitude. To substantiate their opinon, 
they indicated that even before attending any training 
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they were sincere towards work, polite and co-operative 
with their superiors and had empathy towards problems and 
difficulties of their subordinates. This is reflected in 
other tables. 
Q. Do you attribute changes in you, if any, to the 
training you attended? 
Table 1.4 
N-20U 
Change Factor No. of Respondent Percentage 
YES 100 50 
NO 100 50 
12. Controlling Officers were also asked this 
question to elicit their response as to whether they had 
noticed any change in the attitude of their subordinate 
and change if any, can be contributed to training they 
had undergone. Their responses are presented in Table 
1.5. Only small percentage of controlling officer {127o) 
noticed change in the attitude of their subordinates. 
Almost 507o of them observed no change whereas, 37o of them 
could not decide and were non-committal. 
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Q. Have you marked/noticed any change in your sub-
ordinate's attitude since he attended training 
programme? 
Table 1.5 
N-200 
CHANGE FACTOR PERCENTAGE 
Change noticed 
No change 
Unable to comment 
12 
50 
38 
ATTITUDE TOWARDS COLLEAGUES 
13. Devoid of the training tools for cooperative 
endeavour the executives functioned as individuals. There 
was hardly any team work or group efforts. Through 
training courses, participants were exposed to the merits 
of team work and group efforts. Management games like 
'win-win', 'lose-lose', helped the participants to 
understand these concepts thoroughly. They were 
encouraged to translate knowledge gained in real work 
situations. Surveys by the senior officers have shown 
that there was marked change is the attitude of officers 
working at the airports. They are now more at ease while 
working in groups than ever before. 
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14. Table 1.6 is an indicator of attitudinal change 
towards colleagues and subordinates. About 387o of the 
controlling officers observed that their subordinates 
have shown some change in their perception of the 
responsibility and manifested attidutinal change. 
Table 1.6 
Q. What is your subordinate's attitude towards his 
colleagues and subordinates? 
N-2UU 
ATTITUDE FACTOR PERCENTAGE 
Friendly 
Respectful 
Cooperative 
Polite 
Firm 
Excellent 
Average 
38 
12 
12 
12 
12 
12 
25 
ATTITUDE TOWARDS SENIORS: 
15. There appeared to be some shift, after training, 
in the attitude of subordinates towards their seniors. A 
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subordinates attitude towards senior. A subordinates 
attitude towards senior is of critical importance. 
Confidence, trust, dependability, team work, goal 
achievement and ultimately organisational effectiveness 
depend on subordinate senior relationship. The survey 
showed a positive response Controlling Officers found 
their subordinates supportive, polite, well mannered and 
willing to learn. Table 1.7 shows the attitude factor as 
seen by controlling officers. 
Table 1.7 
Q. What is his attitude towards his seniors? 
ATTITUDE FACTORS 
1. Congenial 
2. Painstaking 
3. Supportive 
4. Give good professional advise when asked for 
5. Polite and well mannered. 
6. Aptitude for learning 
7. Excellent 
8. Satisfactory 
126 
ON THE JOB - EVALUATION: 
16. Course Terminal Evaluation was carried-out by 
administering evaluation questionnaires. The response was 
encouraging and about 687= to 737o of the participants 
rated the programme as very useful. 
17. In all 39 responses were received both from 
participants and controlling officers:-
18. The evaluation is given below: 
Q. Do you think training attended by you has led to 
1. Improvement in knowledge. 
2. Improvement in skills. 
3. Improvement in performance. 
4. Improvement in attitude toward work. 
EVALUATION N - 39 
Yes No No Comment 
1. Improvement in knowledge 21 - 18 
2. Improvement in skills. 16 - 22 
3. Improvement in performance 23 - 16 
4. Improvement in attitude 25 - 14 
towards work 
19. Those who have said that it has led to improvement 
is about 537o. Only 417o have stated that it has led to 
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improvement in skill. Whereas 59-647o have stated that it 
has led to improvement in their performance and attitude 
towards work. 
Q. If there has been any improvement, please indicate 
its nature. 
59-64% of the officials have stated that the 
training has lef to improvement of behaviour towards 
passenger and self development. Officials are now more 
courteous towards passengers. 
Q. Is the improvement experienced is owing to the 
training attended by you? 
YES NO PARTLY NO COMMENTS 
27 - 09 03 
697o of the officials have stated that the 
improvement is due to training attended by them. 237o of 
the officials have agreed that improvement is partly due 
to training attended by them while only TL have no 
comments to offer. 
Q. Since you had been on the job for sometime, after 
attending the training, do you think the training 
attended by you needs any improvement. If yes kindly 
give suggestions for improvement? 
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Almost all the officials have stated that 
duration of three days of such training is less and 
should be atleast for one week and should be held 
periodically. Some of them have suggested that a workshop 
should be conducted. 
Q. Do you think a refresher course would lead to further 
improvement in your work performance? If yes, would 
you like to undergo refresher course agains. 
All officials (100%) have stated that they would 
like to attend a refresher programme on behavioural 
aspects of management again. 
TRAINING PAY OFF: 
21. It was observed that although there was marked 
change in knowledge and skill areas [10% each), the 
degree of change in the attitudes was much less (59%). 
Some of the factors responsible for this could be:-
(a) Training here is multidimensional. It 
consists of knowledge component, skill 
component and attitude component. Whereas 
knowledge and skill are relatively easy to 
determine and influenced by training, 
attitude is difficult to measure and 
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influenced especially when target group is 
adult and educated and has formed his own 
ideas, views, values and attitudes. 
(b) In house programmes are of shorter duration 
and, therefore, cannot usher a sea change 
in the personality of the trainee. This, in 
itself, is a limitation of training. 
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CONCLUSION AND SUGGESTIONS 
The preceding chapters have attempted to present a 
comprehensive picture of the aspects of training in work 
culture for a positive work attitude. With reference to the 
training of the Management Cadre at IGI Airport, New Delhi. 
The upshot of this study was uneiling of some 
significant areas that need attention in training. Training 
is a continuous and unending process that must review the 
past effort and improve future innovative use of new 
techniques. 
The study brings out some suggestions for careful 
considerations:-
(a) A comprehensive study of attitudinal changes 
through training must embrace a wide spectrum of agencies 
for a proper assessment of the impact of training. A 
collective evaluation, after sharing of individual 
experiences would perhaps provide a better perspective of 
the effectiveness of training. 
(b) The result of this board based study should be 
enlarged to compare the effect of training imparted by 
professional and institutions specialising in behavioural 
aspects. This comparison would enable an examination of 
merits of both internal and external training. 
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(c) This comparision be further taken forward by 
comparing the training in Public Sectors with Private 
Sectors to delineate the difference in quality of training. 
It is reported that productivity, efficiency and morale in 
private entreprises are higher then in public sector. 
Comparative study might esrtablish some corelation between 
training and efficiency in two different scenarios. 
Special Suggestions: 
A part from some generalised impressions given 
above, this stgudy provides some basis for the following 
specific suggestions :-
(a) For getting better results from training, it is 
important that course design is prepared carefully, in 
fact preferable by curiculum specialists. For short 
duration programmes, the course content is of vital 
importance. 
(b) Proper selection of trainers plays an important role 
in augumenting effectiveness of training. The 
quality of instructor is directly proportional to the 
quality of training. The proliferation of experts 
from generalized fields in all areas of management has 
eminently succeded in dilution of quality and 
standards. There is considerable merit in choosing 
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know trainers for In-house programmes because of the 
familiarity with organization, its culture, its 
requirements and its expectations as well as the 
training needs of the participants. Outside faculty 
must be given the necessary imputs about the 
organization, the training requirements, participants, 
organisational costraints and the like so that they 
have a proper frame of reference while training the 
people. 
(c) This is specially necessary for training in 
behavioural aspects. Since the g.eneralists are 
increasingly attempting training of behavioural 
aspects, it is all the more important that they have 
extensive background information. The training in 
behavioural aspects must be given by only that 
faculty that has either systematic education in 
psychology or extensive experience of human nature by 
closer interaction in work situations. The absence of 
psychological inputs in the faculty would prevent a 
correct appreciation of the problem and treatment of 
the subject would be at best perfunctory. 
(d) Attitudinal training for better work culture is a 
difficult task and requires a long duration and more 
intensive training programmes. There is particular 
need of detailed information of socio-economics 
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background of participants to ascertan the causes of 
the pattern of behaviour they exhibit and to indicate 
the most appropriate course that the instructor must 
adopt to handle them. This information and duration of 
programme would enable the faculty to employ the 
strategy and techniques most suited to the individual 
of the group. 
(e) Measuring change in work culture is difficult, unlike 
skill and knowledge. There is need to design more 
specific tools which could measure the degree of 
change. 
(f) Training for work culture must be a total, complete 
and comprehensive corporate effort and not merely an 
exercise in isolation by the training department. The 
practice must match with the philosophy of the 
organization as a whole. 
(g) Work culture training which starts in class rooms must 
be followed up in the work situations by close co-
operation between the seniors and subordinates. This 
would call for greater rapport and understanding of 
human psychology. 
(h) Time bound exercises must be designed by the training 
departments to get the feedback on training for 
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constant evaluation and for deeper and extensive 
research in this area of great importance. 
"For achieving better results, in the light of 
experiences gained, it appears necessary that some of the 
current principles of learning are applied for effecting 
changes in work culture. Some of these principles could be: 
(a) Learning is an experience which occurs Inside the 
participant, and is activated by the participants. 
The process of learning is primarily controlled by 
the learner, and not by the instructor. Changes in 
perception and performance are more products of human 
meaning and perceiving, than any forces exerted upon 
the individual. Learning flourishes in a situation in 
which learning is seen as a facilitating process, 
that assists paarticipants to explore and discover 
the personal meaning of events for them. 
(b) No one directly teaches anyone of significance. If 
teaching is defined as a process of directly 
communicating an experience or a fragment of 
knowledge, then it is clear that little learning 
takes place as a result of this process, and the 
learning that does take place is usually 
inconsequential. People learn what they want to 
learn, they see what they want to see, and they hear 
what they want to hear. 
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(c) Learning is the discovery of the personal meaning and 
relevance ideas. People more readily internalise and 
implement concepts and ideas, which are relevant to 
their needs and problems. Learning is a process which 
requires the exploration of ideas, in relation to the 
self and community (organisation), so that people can 
determine what their needs are, what goals they would 
like to formulate, what issues they would like to 
discuss, and what content they would like to learn. 
Within broad programmatic boundaries, what is 
relevant and meaningful, is described by the 
participant, and must be discovered by the 
participants. 
(d) Learning (performance change) is a consequence of 
experience People become responsible, when they have 
really assumed responsibility; they become 
independent performance; they become able to do 
something, when they have experienced succes; they 
begin to feel important, when they are important to 
somebody; they feel liked, when someone actually 
likes them. 
(e) Learning is a cooperative and collaborative process. 
Cooperattin fosters learning - "Two heads are better 
than one." People enjoy functioning independently, 
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but they also enjoy functioning interdependently. 
The interactive process appears to affect people's 
juriosity, potentiasl, and creativity. Cooperative 
approaches are enabling. Through such approaches, 
participants learn to define goals, to plan, to 
interact, and to try group arrangements in problem 
solving. Paradoxically, as participants invest 
themselves in collaborative group approaches, they 
develop a firmer sense of their own identification. 
They begin to realise that they count, that they have 
something to give and to learn. Problems which are 
indetified and idelineated through cooperative 
interaction, appear to challenge and to stretch 
praticiants to product creative solution, and to 
become more creative individuals. 
(f) Learning is an evioutinary process. Performance 
change requires time and patience. Learning is not a 
revolutionary process. When quick. changes in 
performance are demanded, we often resort to highly 
structured procedures, through which we attempt to 
impose learning. Learning stituations,characterised 
by free and open communication, acceptance, respect, 
the right to make mistakes, self-revelation, 
co-operatin and collaboration, ambiguity, shared 
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evalutation, active and personal involvement, freedom 
from threat, and trust in the self, are evolutionary 
in nature. 
(g) Learning is sometimes a painful process. Performance 
change often calls for giving up the old and 
Ic 
comfortable ways of believing, thining.behaving, and 
performing. It is not easy to dis^ icard familiar ways 
of doing things, and incorporate new performances. 
It is often quite.: uncomfortable to share one's self 
openly, to share one's ideas under the microscope of 
a group, and to genuinely confront other participants. 
If growth is to occur, pain is often necessary. 
However, the pain of breaking away from the old and 
the comfortable, is usually followed by appreciation 
and pleasure in the discovery of an evolving idea 
of a changing self:; . 
(h) One of the richest resources for learning, are the 
participants themsselves. In this day and age when 
so much emphasis is being placed upon media, books, 
and speakers as resoureces for learning, we tend to 
overlook perhaps the richest resource of all-the 
participants themsselves. Each individual has an 
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accmulation of experience, ideas feelings, and 
attitutdes which comprise a rick vien of 
material for problem-solving and learning. All too 
often this vien is rately tapped. Situation which 
enable partiacipants to become open go themselves, 
to draw upon their personal collection of data, and 
to share their date in cooperative interaction with 
others, maximise learning. 
(i) T^he process of learning is emotional as well as 
intellecutual. Learning is affected by the total 
state of the individual. Participants are feeling 
being as well as thinking beings, and when their -
feeling and thoughts are in harmony, learning is 
maximized. To create the optimal conditions in a 
group for learning to occur, participants must come 
before purpose. Regardless of the purpose of a 
group, it connot be effectively accomplished when 
other things get in the way. If the purpose of the 
group is to design and carry out some task, it will 
not be optimally achieved, if participants in the 
group are fighting and working against each other. 
(j) The process of problem solving and learning are 
highly unique and Individual. Each participant has 
his or her own unique styles> of learning and 
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sieving problems. Some personal styles of learning 
and problem solving are highly effective; other 
styles are not as effective; and still others, may 
be ineffective. We need to assist participants ; to 
define and to make explicit to themselves, the 
approaches they ordinarily use, so that they can 
become more effective in problem solving and 
learning. 
For these principles to be applied, specially in 
training of Management Cadres, some basic conditions need 
to be satisfied. These are:-
(a) Learning is facilitated in an atmosphere which 
encourgkpes 
J. paritcipants to be active. The learning process 
thrives when there is less facilitator (group 
leader) domination and talk, and more faith 
participants can find alternatives and solutins 
satisfying to themselves. Listening to participants 
and allowing them the facilitator and the group as a 
a resource and a sounding board, encourages the 
active exploration of ideas and possible solutions 
to problem. 
140 
(b) Learning is facilitated in an atmosphere which 
promotes, encourages and allows for the individual 
participant's discovery of the personal meaning of 
ideas. Learing becomes an activity In which the 
P 
needs of the individual and grou are considered in 
deciding what issues will be explored and what the 
subject matter will be. 
(c) Learning is ficilitated in an atomosphere which 
emphasizes the uniquely personal and subjective 
nature learning. In such a situation, each 
individual has the feeling that his or her ideas, 
feelings, and perspectives, have value and 
significance. Perticipants need to develop an 
awarenes that all that is to be learned, is not 
outside or external to themselves. They develop 
such an awareness, when they feel their own 
contributions and their value as individuals, are 
genuinely appreciated. 
(d) Learning is facilitated in an atmosphere in which 
differrence is good and desirable. Situatins which 
emphasise the "one right answer", the "magical 
solution", or the "one good way" (some say "it's my 
way, or to perform, narrow and limit, their 
explorations and inhibit discovery. If participant 
are to look at themselves, at others, and at ideas 
openly and reasonably, then they must have the 
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opportunity to express their opinions, no matter 
how different they may be. This calls for an 
atmosphere in which different ideas can be accepted 
(but not necessarily agreed with). Differences in 
individuals are to be, too. 
(e) Learning is facilitated in an atmosphere which 
consistently recognises the participant's right to 
make mistakes. When mistakes are not permitted, 
then the freedom and the willingness of 
participants to make choices are severly limited. 
Growth and change are facilitated, when error is 
accepted as a natural part of the learning process. 
The learning process requires the challenge of new 
and different experiences, necessarily must involve 
the making of mistakes. 
(f) Learning is facilitated in an atmosphere in which 
evaluation is a cooperative process with emphasis 
on self-evaluation. If learning is a personal 
process, then participants need the opportunity to 
formulate the criteria to measure their progress.. 
Criteria established by the facilitator, are mostly 
artificial and irrelevant to some group members. 
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Usuallyjperformance chanage and growth are 
measured' by the degree to which participants can 
regurgitate what others have tried to spoonfeed 
them. A more viable and meaningful evaluation 
occur;, when participants are free to examine 
themselves, and the roles they playwith other 
participants. Self evaluation and peer evaluation 
enable iindividuals to really judge how much they 
leaned and grown. Such peer evaluations provide 
concrete and tangible evidence of progress, and 
provide a rich source of material to th^ group for 
learning. New insights evolve as participants see 
them selves as they really are. For learning to 
occur, individuals in the group need to see them 
selves accurately and realistically. This can be 
best aaccomplished through self and group 
evaluation. 
(g) Learning is facilitated in an atmosphere which 
encourages openness of self, rather than 
concealment of self.Problem solving and learning, 
require that personal feelings, attitudes, ideas 
questions, and concerns be openly brought to light 
and examined. To the degree that an idea, a 
thought, a feeling, or an attitude related to the 
topic at hand, is held back and not openly 
expressed - to that degree are the processes of 
learning and discovery inhibited. Participants need 
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to feel that they can try something, fail if 
necessary without being humiliated, embarrassed, or 
diminished as individuals. 
(h) Learning is facilitated in an atmosphere in which 
participants are encouraged to trust in themselves, 
as well as in external sources.They become less 
dependent upon authority when they can open up the 
self and when.; they feel that who they are is a 
valuable rersource for learning. It is importaant 
that participants feel that ithey have something to 
bring to the" learning means the acquisition of 
facts and knowledge from some external agent, for 
use sometime in :the future. Participants learn 
when they begin to see themselves as the sources of 
ideas and alternatives to problems. Learning is 
facilitated when individuals begin to draw ideas 
from themselves and other, rather than 
solaly relying on the instructor. 
(i) Learning is facilitated in an atmosphere in which 
participants feel they are respected. In a group in 
which high value is placed upon the individuality 
of the; members, and upon the relationships that ; 
exist within the group, participaants learn that 
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someone cares for them. A genuine expression of 
care on the part of the facilitator, and a warm 
emotional climate, generate, in which participants 
can ejqjlore ideas and comfortably encounter other 
participants without any threat,. Differences of 
opinion become constructive forces in a group, in 
which individuals experience that they are 
respected as persons. 
(j) Learning is facilitated in an atmosphere in which 
participants feel they are accepted.People are free 
to change, when they feel that change is not being 
imposed upon them. It's paradoxical, but the more 
we try to change people, the more resistant they 
become to change. A person must be, before he/she 
can become. Accepting participants means that we 
allow them to hold their values, and to be 
themselves. When individuals do not have to defend 
themselves, or their values, they are free to take 
a look at themselves and their values, and to 
change. 
(k) Learning is facilitated in an atmosphere which 
permits disagreements.With free and open 
communication, with a non-threatening psychlo 
gical climate, the unique self of each participant 
is expressed.lt is inevitable that in such a 
situation, participants will disagree with their 
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colleagues, ideas will challenge ideas. These 
challenges facilitate learning. They provide 
opportunities for individuals to have their ideas 
and themselvers viewed and tested, from the frame 
work of other .people of the group. No one of us 
learns in isolation from other group members. Our 
preformance changes and our ideas are refined and 
modified on the basis of the constructive feedback 
we get from other people. An environment which 
encourages challenge, is a proving ground which 
enables performance to be synthesized new ideas to 
emerge, and participants to change. 
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